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Promoting Effective Communication

  


True / False Questions
 

1. Communication is the sharing of information between two or more individuals or groups to reach a common understanding. 
True    False

 

2. Communication takes place even though a common understanding is not reached. 
True    False

 

3. When two or more people reach a common understanding in the communication process, this is known as the transmission phase. 
True    False

 

4. The person wishing to share information with some other person in the transmission phase of communication is known as the sender. 
True    False

 

5. Gary has some important information to share with his staff. In the communication process, Gary would be the sender. 
True    False

 

6. Anything that hampers any stage of the communication process is known as feedback. 
True    False

 

7. Messages can be encoded with symbols. 
True    False

 

8. Encoding occurs when the receiver interprets and tries to make sense of the message. 
True    False

 

9. Trevor sent Scott a text message to remind him of the meeting. The cell phone was the medium. 
True    False

 

10. The receiver initiates the feedback phase. 
True    False

 

11. Managers tend to have more control over nonverbal communication than they do over verbal communication. 
True    False

 

12. Managers dressing casually is a form of nonverbal communication. 
True    False

 

13. There is a one best communication medium for managers to use when communicating with all subordinates. 
True    False

 

14. The amount of information that a communication medium can carry is known as information richness. 
True    False

 

15. Media low in information richness can carry an extensive amount of information and generally enable receivers and senders to come to a common understanding. 
True    False

 

16. Face-to-face communication is the medium that is highest in information richness. 
True    False

 

17. Management by wandering around is a face-to-face communication technique that is effective for many managers at all levels in an organization. 
True    False

 

18. One advantage of face-to-face communication and electronically transmitted verbal communication is that they both tend to demand attention. 
True    False

 

19. The pathways along which information flows in groups are called the communication networks of the organization. 
True    False

 

20. Wheel communication networks are often found in command groups that have sequential task interdependence. 
True    False

 

21. In a wheel network, information flows to and from one central member of the group. 
True    False

 

22. In a chain network, members communicate with one another in a predetermined sequence. 
True    False

 

23. In an all-channel network, group members communicate with others who are similar to them in experiences, beliefs, areas of expertise, background, office location, or even where they sit when the group meets. 
True    False

 

24. In an all-channel communication network, every team member communicates with every other team member. 
True    False

 

25. An organization chart summarizes the informal reporting relationships in an organization and the formal pathways along which communication takes place. 
True    False

 

26. An organization chart summarizes the formal reporting relationships in an organization and the informal paths along which communication occurs within the organization. 
True    False

 

27. Within the organization, communication can and should occur across departments, and up, down and sideways in the organizational hierarchy. 
True    False

 

28. Vertical communication occurs when Scott, the manager of marketing discusses business issues with Susan, the manager of engineering. 
True    False

 

29. Communication among employees at the same level in the hierarchy, or sideways, is called horizontal communication. 
True    False

 

30. The grapevine is an informal communication network that is very slow but always accurate. 
True    False

 

31. Information technology has not significantly affected managers' abilities to communicate with others. 
True    False

 

32. A company-wide system of computer networks is called an Internet. 
True    False

 

33. The advantage of intranets lies in their versatility as a communication medium. 
True    False

 

34. Filtering occurs when senders withhold part of a message because they (mistakenly) think the receiver does not need the information or will not want to receive it. 
True    False

 

35. Managers should try to change people's linguistic styles to match that of the organizational culture. 

 
True    False

 

 


Multiple Choice Questions
 

36. The sharing of information between two or more people within the organization in order to reach a common understanding is known as: 
A. Noise
B. Encoding
C. Communication
D. Filtering
E. Jargon

 

37. Good communication is essential for increases in all of the following EXCEPT: 
A. Customer responsiveness
B. Innovation
C. Emotional intelligence
D. Quality
E. Efficiency

 

38. An organization attempts to gain a competitive advantage by training its production workers to use new technologies. As a result, the workers can enlarge their skills. This is primarily focusing on which aspect of the organization? 
A. Quality
B. Efficiency
C. Innovation
D. Customer responsiveness
E. Empowerment

 

39. RST Consulting attempts to gain a competitive advantage by empowering its marketing representatives to communicate the needs of its customers directly with the president of the company. This is focusing primarily on which aspect of the organization? 
A. Quality
B. Efficiency
C. Innovation
D. Customer responsiveness
E. Product development

 

40. Crystal River Imports has developed cross-functional teams to look for new ways to meet the demands of the market. The organization is focusing primarily on which aspect? 
A. Customer responsiveness
B. Efficiency
C. Quality
D. Innovation
E. Product development

 

41. Information is shared between two or more people in which stage of the communication process? 
A. Transmission
B. Encoding
C. Decoding
D. Sending
E. Feedback

 

42. In which stage of the communication process is a common understanding reached between the participants? 
A. Sending
B. Decoding
C. Encoding
D. Feedback
E. Transmission

 

43. Gary has some important information to share with his staff. In the communication process, Gary would be the: 
A. Encoder
B. Messenger
C. Decoder
D. Receiver
E. Sender

 

44. In the transmission phase of the communication process, the information that is to be communicated is known as: 
A. Code
B. Medium
C. Message
D. Context
E. Noise

 

45. When Lacy translates the message into words or symbols, she is: 
A. Receiving
B. Encoding
C. Bias
D. Sending
E. Decoding

 

46. What is the pathway, such as a phone call, a letter, a memo, or face-to-face communication in a meeting, through which an encoded message is transmitted to a receiver? 
A. Context
B. Content
C. Medium
D. Transmission
E. Channel

 

47. In the communication process, when the receiver attempts to interpret the message, this is known as: 
A. Encoding
B. Hearing
C. Giving feedback
D. Decoding
E. Perceiving

 

48. In the feedback phase of the communication process, the __________ becomes the __________ and __________ the message. 
A. Sender; sender; encodes
B. Receiver; sender; encodes
C. Sender; receiver; encodes
D. Receiver; receiver; decodes
E. Sender; receiver; decodes

 

49. In the feedback phase of the communication process, the __________ becomes the sender and __________ the message through a chosen _________. 
A. Sender; encodes; medium
B. Sender; decodes; context
C. Receiver; encodes; medium
D. Receiver; decodes; context
E. Receiver; decodes; medium

 

50. Jennifer encoding a message into words is an example of: 
A. Nonverbal communication
B. Modifying
C. Verbal communication
D. Enriching
E. Jargon

 

51. The sharing of information through facial expressions and body language is known as: 
A. Verbal communication
B. Nonverbal communication
C. Mimicking
D. Miming
E. Enriching

 

52. Joey's nodding in agreement is a form of: 
A. Verbal communication
B. Nonverbal communication
C. Mimicking
D. Miming
E. Enriching

 

53. According to management scholars, managers spend approximately what percentage of their time in communication activities? 
A. 25 percent
B. 40 percent
C. 50 percent
D. 65 percent
E. 85 percent

 

54. Which of the following is NOT a factor in deciding what communication medium a manager should use? 
A. Information richness of a medium
B. The manager's personality
C. Time needed for communication
D. Need for a paper trail
E. Need for an electronic trail

 

55. The amount of information a communication medium can carry and the extent to which the medium enables the sender and receiver to reach a common understanding is known as: 
A. Noise
B. Information richness
C. Information complexity
D. Context
E. Information ripeness

 

56. A manager places a formal letter of reprimand into a subordinate's personal file commenting on the subordinate's unexcused absences from work in case the subordinate decides to sue the organization for defamation of character. This manager is acting according to which management principle? 
A. Management by wandering around
B. MBO
C. Groupthink
D. The paper trail
E. Groupware

 

57. A manager who has an employee who has not been meeting standards may want to create a ______ in order to have documentation during performance appraisals. 
A. Paper mill
B. Time trial
C. Database
D. Paper trail
E. Time mill

 

58. The medium that is highest in information richness is: 
A. E-mail
B. Teleconferencing
C. Face-to-face communication
D. Videoconferencing
E. Voice mail

 

59. The medium that allows for both communication such as facial expressions is: 
A. E-mail
B. Telephone conversation
C. Face-to-face communication
D. Memos
E. Voice mail

 

60. When managers pass through work areas and talk informally with workers, this is known as: 
A. Management by exception
B. MBO
C. Micromanaging
D. Empowerment
E. Management by wandering around

 

61. Brian, the president of Midland Manufacturing, walks through the production plant every morning and had has informal conversations with some of the employees. This is an example of: 
A. Self-managing work groups
B. MBO
C. The grapevine
D. Groupware
E. Management by wandering around

 

62. All of the following are advantages to videoconferencing EXCEPT: 
A. Saves time
B. Saves money
C. Lead to more efficient meetings
D. Empowers employees
E. Faster decision making

 

63. ABC Company's division marketing managers, who work in different cities, meet biweekly for an hour using a TV screen to communicate with one another. This is an example of: 
A. E-mail.
B. Teleconferencing.
C. Videoconferencing.
D. Intranet.
E. Memos.

 

64. An employee who is a member of a self-managed team calls his office in St. Louis when he is at a conference in San Francisco to retrieve his phone messages, without having to go through his secretary. By doing so, he can respond to messages from the other members of his team while he is out of the office. This is an example of: 
A. E-mail
B. Voice mail
C. Blogging
D. Intranetting
E. Skyping

 

65. Elaine was not able to meet face-to-face with her subordinate, so she chose the form of communication that is the second highest in information richness. Which one did she chose? 
A. E-mail
B. Videoconferencing
C. Face-to-face communication
D. Phone communication
E. Memos

 

66. Workers who are employed by an organization but who work at home instead of at an office of the organization are known as: 
A. Video-conferencers
B. Telecommuters
C. Internetters
D. Bloggers
E. Virtual teammates

 

67. Which of the following forms of communication is lowest in information richness? 
A. E-mail
B. Video-conferencing
C. Management by wandering around
D. The grapevine
E. Impersonal written communication

 

68. The potential for important information to be ignored or overlooked (even that which is personally addressed) while tangential information receives attention is referred to as: 
A. Noise
B. Blogging
C. Information overload
D. Perception
E. Filtering

 

69. Douglas put together a company newsletter to talk about general topics about the company to all of the employees. This is an example of: 
A. Personal written communication
B. Impersonal written communication
C. Formal written communication
D. Intranet
E. A memo

 

70. The paths along which information flows within the organization are called: 
A. Organizational structure
B. Communication networks
C. Communication wheels
D. Organizational paths
E. Cross-functional links

 

71. What kind of network is often found in command groups with pooled task interdependence? 
A. Circle
B. All-channel
C. Chain
D. Wheel
E. Groupware

 

72. Information flows member of the group in a ______ network. 
A. Circle
B. All-channel
C. Chain
D. Wheel
E. Spiral

 

73. In what type of network do members communicate with one another in a predetermined sequence? 
A. Chain
B. Wheel
C. All-channel
D. Circle
E. Grapevine

 

74. What type of network do group members communicate with others who are similar to them in experiences, beliefs, areas of expertise, background, office location, or even where they sit when the group meets? 
A. Wheel
B. Chain
C. All-channel
D. Circle
E. Groupware

 

75. In which type of communication network does every group member communicate with every other group member? 
A. Circle
B. Wheel
C. All-channel
D. Groupware
E. Chain

 

76. The idea that "managers tend to communicate more with other managers whose offices are close to their office" is represented by which type of communication network? 
A. Chain
B. Wheel
C. Circle
D. Groupware
E. All-channel

 

77. Self-managed teams within organizations typically work according to which type of communication network? 
A. Chain
B. Spiral
C. Circle
D. All-channel
E. Wheel

 

78. An informal organizational network through which unofficial information flows is called: 
A. The grapevine
B. The rumor mill
C. The wheel
D. The all channel network
E. The pathway

 

79. A global system of computer networks that is easy to join and is used by employees of organizations around the world to communicate inside and outside their companies is called a(n): 
A. Internet
B. Intranet
C. Extranet
D. Groupware
E. Collaboration software

 

80. An internal, companywide system of computer networks is called a(n): 
A. Internet
B. Intranet
C. Media net
D. All-channel network
E. Open book network

 

81. Computer software that enables teams to share information with each other is called: 
A. Team management
B. Groupware
C. An all-channel network
D. A grapevine
E. The Internet

 

82. Managers are most likely to successfully use groupware when: 
A. The work is individual-based
B. The organization has a flexible culture
C. Employees train themselves
D. The organization's rewards are individual-based
E. The organization has a rigid hierarchy

 

83. Groupware is more successful for all the following reasons EXCEPT: 
A. The work is group-based
B. It has the full support of top management
C. The culture stresses flexibility
D. Members are rewarded based on individual performance
E. It is used for a specific purpose

 

84. In terms of information flow between managers, a message is __________ when it is easy for the receiver to understand and it is __________ when it contains all of the information that the sender and receiver need in order to reach a common understanding. 
A. Clear; clear
B. Concise; concise
C. Clear; complete
D. Complete; clear
E. Complete; concise

 

85. When sending messages, a manager needs all of the following communication skills EXCEPT: 
A. Send clear messages
B. Encode messages the receiver understands
C. Select appropriate medium
D. Filter information
E. Ensure a feedback mechanism is built into the message

 

86. Specialized language that members of an occupation, group, or organization develop to facilitate communication among themselves, should never be used when communicating with people outside the occupation, group, or organization is referred to as: 
A. Encoding
B. Decoding
C. Rumors
D. Nonverbal communication
E. Jargon

 

87. When the sender of a message withholds part of the message because she feels that the receiver will not want to receive certain information, this is known as: 
A. Noise
B. De-enriching a message
C. Filtering
D. Jargon
E. Receiver bias

 

88. When the meaning of a message changes as the message passes through a series of senders and receivers, this is known as: 
A. Filtering
B. Feedback
C. Jargon
D. Information distortion
E. Nonverbal communication

 

89. Unofficial information that is of interest to the receivers within the organization but which does not have an identifiable source is known as: 
A. Jargon
B. Rumors
C. Noise
D. Dialect
E. Bias

 

90. When receiving messages, a manager needs all of the following communication skills EXCEPT: 
A. Pay attention
B. Be a good listener
C. View the message form her own point of view
D. Be empathetic
E. Focus on the content of the information

 

91. To be a good listener, a manager should: 
A. Interrupt the sender when he is being unclear
B. Avoid looking directly at the sender to keep from embarrassing him
C. Paraphrase what the sender has said
D. Keep questions intended to clarify ambiguity of confusion for another meeting
E. Repeat exactly what the sender said

 

92. Joe is listening to Pat, trying to understand Pat's point of view. Joe is being: 
A. Sympathetic
B. Empathetic
C. Aesthetic
D. A good sender
E. Optimistic

 

93. A manager's characteristic way of speaking is known as that manager's: 
A. Empathy
B. Linguistic style
C. Nonverbal style
D. Dialect
E. Jargon

 

94. Elements of linguistic style include all of the following EXCEPT: 
A. Tone
B. Indirectness
C. Jokes
D. Eye contact
E. Use of questions

 

95. When Tim speaks to his class, he speaks in a slow monotone voice and use very dry jokes. This is an example of Tim's: 
A. Dialect
B. Linguistic style
C. Nonverbal communication
D. Bias
E. Information distortion

 

96. In conversations, managers from Japan tend to __________________ more than managers from the U.S. do. 
A. Be more informal
B. Be more hurried
C. Be more group-oriented
D. Be less deferential
E. Pause less

 

97. The ways in which men communicate emphasize status _______ and play ______ relative strengths; the ways in which women communicate emphasize ______ and ______ individual strengths. 
A. Differences; down; similarities; downplay
B. Differences; up; similarities; downplay
C. Similarities; down; similarities; up play
D. Similarities; up; differences; downplay
E. Similarities; up; similarities; downplay

 

 


Essay Questions
 

98. Discuss the importance of good communication and its relationship to the organization's competitive advantage. 


 


 


 

 

99. Describe the communication process, including an explanation of each step in both phases. 


 


 


 

 

100. Define verbal and nonverbal communication and discuss how nonverbal communication reinforces verbal communication. 


 


 


 

 

101. Explain the role of perception in communication. What are biases, and how do they affect communication? 


 


 


 

 

102. Define information richness. When should a manager use a highly rich medium over a lesser rich medium? Provide an example of a highly rich medium. 


 


 


 

 

103. Discuss the various forms of communication media that managers can use. Identify where each type lies on the scale of information richness. 


 


 


 

 

104. Discuss the three factors managers should use in deciding what communication medium to use. 


 


 


 

 

105. Differentiate between the four types of communication networks that managers can utilize in an organization. Provide examples of each. 


 


 


 

 

106. When would managers most likely be able to successfully use groupware as a communication medium in their organizations? 


 


 


 

 

107. Discuss how managers can send more effective messages. 


 


 


 

 

108. Explain how manager can become more effective receivers. 


 


 


 

 

109. Explain how managers can become better listeners. 


 


 


 

 

110. Discuss how managers manage differences in linguistic styles. 


 


 


 

 

Chapter 16 Promoting Effective Communication Answer Key
 

  


True / False Questions
 

1. (p. 529) Communication is the sharing of information between two or more individuals or groups to reach a common understanding. 
TRUE

Communication is the sharing of information between two or more individuals or groups to reach a common understanding.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-01 Explain why effective communication helps an organization gain a competitive advantage.
Topic: Communication
 
2. (p. 529) Communication takes place even though a common understanding is not reached. 
FALSE

Communication does not take place unless a common understanding is reached.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Easy
Learning Objective: 16-01 Explain why effective communication helps an organization gain a competitive advantage.
Topic: Communication
 
3. (p. 531) When two or more people reach a common understanding in the communication process, this is known as the transmission phase. 
FALSE

In the feedback phase, a common understanding is ensured.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
4. (p. 531) The person wishing to share information with some other person in the transmission phase of communication is known as the sender. 
TRUE

The sender is the person or group wishing to share information with some other person or group.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
5. (p. 531) Gary has some important information to share with his staff. In the communication process, Gary would be the sender. 
TRUE

The sender is the person or group wishing to share information with some other person or group.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
6. (p. 532) Anything that hampers any stage of the communication process is known as feedback. 
FALSE

Noise is a general term that refers to anything that hampers any stage of the communication process.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
7. (p. 532) Messages can be encoded with symbols. 
TRUE

Then the sender translates the message into symbols or language is a process called encoding.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
8. (p. 532) Encoding occurs when the receiver interprets and tries to make sense of the message. 
FALSE

Decoding occurs when the receiver interprets and tries to make sense of the message.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
9. (p. 532) Trevor sent Scott a text message to remind him of the meeting. The cell phone was the medium. 
TRUE

A medium is simply the pathway, such as a phone call, a letter, a memo, or face-to-face communication in a meeting, through which an encoded message is transmitted to a receiver.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Medium
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
10. (p. 532) The receiver initiates the feedback phase. 
TRUE

The feedback phase is initiated by the receiver (who becomes a sender).

 


AACSB: Communication
Bloom's: Remember
Difficulty: Medium
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
11. (p. 532) Managers tend to have more control over nonverbal communication than they do over verbal communication. 
FALSE

People tend to have less control over nonverbal communication.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
12. (p. 532) Managers dressing casually is a form of nonverbal communication. 
TRUE

The trend toward increasing empowerment of the workforce has led some managers to dress informally to communicate that all employees of an organization are team members.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Medium
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
13. (p. 534) There is a one best communication medium for managers to use when communicating with all subordinates. 
FALSE

There is no one best communication medium for managers to rely on.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
14. (p. 534) The amount of information that a communication medium can carry is known as information richness. 
TRUE

Information richness is the amount of information a communication medium can carry and the extent to which the medium enables the sender and receiver to reach a common understanding.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
15. (p. 534) Media low in information richness can carry an extensive amount of information and generally enable receivers and senders to come to a common understanding. 
FALSE

Media high in information richness can carry an extensive amount of information and generally enable receivers and senders to come to a common understanding.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
16. (p. 535) Face-to-face communication is the medium that is highest in information richness. 
TRUE

Face-to-face communication is the medium that is highest in information richness.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
17. (p. 536) Management by wandering around is a face-to-face communication technique that is effective for many managers at all levels in an organization. 
TRUE

Management by wandering around is a face-to-face communication technique that is effective for many managers at all levels in an organization.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Medium
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
18. (p. 537) One advantage of face-to-face communication and electronically transmitted verbal communication is that they both tend to demand attention. 
TRUE

One advantage of face-to-face communication and electronically transmitted verbal communication is that they both tend to demand attention.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
19. (p. 541) The pathways along which information flows in groups are called the communication networks of the organization. 
TRUE

The pathways along which information flows in groups and teams and throughout an organization are called communication networks.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
20. (p. 541) Wheel communication networks are often found in command groups that have sequential task interdependence. 
FALSE

Wheel networks are often found in command groups with pooled task interdependence.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
21. (p. 541) In a wheel network, information flows to and from one central member of the group. 
TRUE

In a wheel network, information flows to and from one central member of the group.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
22. (p. 541) In a chain network, members communicate with one another in a predetermined sequence. 
TRUE

In a chain network, members communicate with one another in a predetermined sequence.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
23. (p. 542) In an all-channel network, group members communicate with others who are similar to them in experiences, beliefs, areas of expertise, background, office location, or even where they sit when the group meets. 
FALSE

In a circle network, group members communicate with others who are similar to them in experiences, beliefs, areas of expertise, background, office location, or even where they sit when the group meets.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
24. (p. 542) In an all-channel communication network, every team member communicates with every other team member. 
TRUE

An all-channel network is characterized by high levels of communication: Every team member communicates with every other team member.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
25. (p. 543) An organization chart summarizes the informal reporting relationships in an organization and the formal pathways along which communication takes place. 
FALSE

An organization chart summarizes the formal reporting relationships in an organization and the formal pathways along which communication takes place.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
26. (p. 543) An organization chart summarizes the formal reporting relationships in an organization and the informal paths along which communication occurs within the organization. 
FALSE

An organization chart summarizes the formal reporting relationships in an organization and the formal pathways along which communication takes place.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
27. (p. 543) Within the organization, communication can and should occur across departments, and up, down and sideways in the organizational hierarchy. 
TRUE

Communication can and should occur across departments and groups as well as within them and up and down and sideways in the corporate hierarchy.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
28. (p. 543) Vertical communication occurs when Scott, the manager of marketing discusses business issues with Susan, the manager of engineering. 
FALSE

Communication up and down the corporate hierarchy is often called vertical communication.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
29. (p. 543) Communication among employees at the same level in the hierarchy, or sideways, is called horizontal communication. 
TRUE

Communication among employees at the same level in the hierarchy, or sideways, is called horizontal communication.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
30. (p. 543) The grapevine is an informal communication network that is very slow but always accurate. 
FALSE

The grapevine is an informal organizational communication network along which unofficial information flows quickly, if not always accurately.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
31. (p. 544) Information technology has not significantly affected managers' abilities to communicate with others. 
FALSE

Advances in information technology have dramatically increased managers' abilities to communicate with others as well as to quickly access information to make decisions.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-05 Explain how advances in technology have given managers new options for managing communication.
Topic: Information Technology & Communication
 
32. (p. 544) A company-wide system of computer networks is called an Internet. 
FALSE

Intranet is a company-wide system of computer networks.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-05 Explain how advances in technology have given managers new options for managing communication.
Topic: Information Technology & Communication
 
33. (p. 545) The advantage of intranets lies in their versatility as a communication medium. 
TRUE

The advantage of intranets lies in their versatility as a communication medium.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-05 Explain how advances in technology have given managers new options for managing communication.
Topic: Information Technology & Communication
 
34. (p. 550) Filtering occurs when senders withhold part of a message because they (mistakenly) think the receiver does not need the information or will not want to receive it. 
TRUE

Filtering occurs when senders withhold part of a message because they (mistakenly) think the receiver does not need the information or will not want to receive it.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-06 Describe important communication skills that managers need as senders and as receivers of messages and why it is important to understand differences in linguistic styles.
Topic: Communication Skills
 
35. (p. 555) Managers should try to change people's linguistic styles to match that of the organizational culture. 

 
FALSE

Managers should not expect to change people's linguistic styles and should not try to.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-06 Describe important communication skills that managers need as senders and as receivers of messages and why it is important to understand differences in linguistic styles.
Topic: Communication Skills
 
 


Multiple Choice Questions
 

36. (p. 529) The sharing of information between two or more people within the organization in order to reach a common understanding is known as: 
A. Noise
B. Encoding
C. Communication
D. Filtering
E. Jargon

Communication is the sharing of information between two or more individuals or groups to reach a common understanding.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-01 Explain why effective communication helps an organization gain a competitive advantage.
Topic: Communication
 
37. (p. 530) Good communication is essential for increases in all of the following EXCEPT: 
A. Customer responsiveness
B. Innovation
C. Emotional intelligence
D. Quality
E. Efficiency

Good increasing efficiency, quality, responsiveness to customers, and innovation.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-01 Explain why effective communication helps an organization gain a competitive advantage.
Topic: Communication
 
38. (p. 530) An organization attempts to gain a competitive advantage by training its production workers to use new technologies. As a result, the workers can enlarge their skills. This is primarily focusing on which aspect of the organization? 
A. Quality
B. Efficiency
C. Innovation
D. Customer responsiveness
E. Empowerment

Managers can increase efficiency by updating the production process to take advantage of new and more efficient technologies and by training workers to operate the new technologies and to expand their skills.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Medium
Learning Objective: 16-01 Explain why effective communication helps an organization gain a competitive advantage.
Topic: Communication
 
39. (p. 530) RST Consulting attempts to gain a competitive advantage by empowering its marketing representatives to communicate the needs of its customers directly with the president of the company. This is focusing primarily on which aspect of the organization? 
A. Quality
B. Efficiency
C. Innovation
D. Customer responsiveness
E. Product development

Good communication can also help increase responsiveness to customers.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Medium
Learning Objective: 16-01 Explain why effective communication helps an organization gain a competitive advantage.
Topic: Communication
 
40. (p. 530) Crystal River Imports has developed cross-functional teams to look for new ways to meet the demands of the market. The organization is focusing primarily on which aspect? 
A. Customer responsiveness
B. Efficiency
C. Quality
D. Innovation
E. Product development

Innovation, which often takes place in cross-functional teams, also requires effective communication.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Medium
Learning Objective: 16-01 Explain why effective communication helps an organization gain a competitive advantage.
Topic: Communication
 
41. (p. 531) Information is shared between two or more people in which stage of the communication process? 
A. Transmission
B. Encoding
C. Decoding
D. Sending
E. Feedback

In the transmission phase, information is shared between two or more individuals or groups.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
42. (p. 531) In which stage of the communication process is a common understanding reached between the participants? 
A. Sending
B. Decoding
C. Encoding
D. Feedback
E. Transmission

In the feedback phase, a common understanding is ensured.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
43. (p. 531) Gary has some important information to share with his staff. In the communication process, Gary would be the: 
A. Encoder
B. Messenger
C. Decoder
D. Receiver
E. Sender

Starting the transmission phase, the sender, the person or group wishing to share information with some other person or group.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
44. (p. 531) In the transmission phase of the communication process, the information that is to be communicated is known as: 
A. Code
B. Medium
C. Message
D. Context
E. Noise

The message is the information that a sender wants to share.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
45. (p. 532) When Lacy translates the message into words or symbols, she is: 
A. Receiving
B. Encoding
C. Bias
D. Sending
E. Decoding

Then the sender translates the message into symbols or language, a process called encoding.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
46. (p. 532) What is the pathway, such as a phone call, a letter, a memo, or face-to-face communication in a meeting, through which an encoded message is transmitted to a receiver? 
A. Context
B. Content
C. Medium
D. Transmission
E. Channel

A medium is simply the pathway, such as a phone call, a letter, a memo, or face-to-face communication in a meeting, through which an encoded message is transmitted to a receiver.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
47. (p. 532) In the communication process, when the receiver attempts to interpret the message, this is known as: 
A. Encoding
B. Hearing
C. Giving feedback
D. Decoding
E. Perceiving

The receiver interprets and tries to make sense of the message, a process called decoding.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
48. (p. 532) In the feedback phase of the communication process, the __________ becomes the __________ and __________ the message. 
A. Sender; sender; encodes
B. Receiver; sender; encodes
C. Sender; receiver; encodes
D. Receiver; receiver; decodes
E. Sender; receiver; decodes

In the feedback phase, the sender and receiver reverse their roles.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Hard
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
49. (p. 532) In the feedback phase of the communication process, the __________ becomes the sender and __________ the message through a chosen _________. 
A. Sender; encodes; medium
B. Sender; decodes; context
C. Receiver; encodes; medium
D. Receiver; decodes; context
E. Receiver; decodes; medium

In the feedback phase, the sender and receiver reverse their roles.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Hard
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
50. (p. 532) Jennifer encoding a message into words is an example of: 
A. Nonverbal communication
B. Modifying
C. Verbal communication
D. Enriching
E. Jargon

The encoding of messages into words, written or spoken, is verbal communication.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
51. (p. 532) The sharing of information through facial expressions and body language is known as: 
A. Verbal communication
B. Nonverbal communication
C. Mimicking
D. Miming
E. Enriching

Nonverbal communication shares information by means of facial expressions (smiling, raising an eyebrow, frowning, dropping one's jaw), body language (posture, gestures, nods, and shrugs), and even style of dress (casual, formal, conservative, trendy).

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
52. (p. 532) Joey's nodding in agreement is a form of: 
A. Verbal communication
B. Nonverbal communication
C. Mimicking
D. Miming
E. Enriching

Nonverbal communication shares information by means of facial expressions (smiling, raising an eyebrow, frowning, dropping one's jaw), body language (posture, gestures, nods, and shrugs), and even style of dress (casual, formal, conservative, trendy).

 


AACSB: Communication
Bloom's: Apply
Difficulty: Easy
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
53. (p. 533) According to management scholars, managers spend approximately what percentage of their time in communication activities? 
A. 25 percent
B. 40 percent
C. 50 percent
D. 65 percent
E. 85 percent

Some experts estimate that managers spend approximately 85% of their time engaged in some form of communication.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Medium
Learning Objective: 16-02 Describe the communication process; and explain the role of perception in communication.
Topic: Communication Process
 
54. (p. 534-535) Which of the following is NOT a factor in deciding what communication medium a manager should use? 
A. Information richness of a medium
B. The manager's personality
C. Time needed for communication
D. Need for a paper trail
E. Need for an electronic trail

A manager's personality is not a determining factor regarding medium.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Hard
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
55. (p. 534) The amount of information a communication medium can carry and the extent to which the medium enables the sender and receiver to reach a common understanding is known as: 
A. Noise
B. Information richness
C. Information complexity
D. Context
E. Information ripeness

Information richness is the amount of information a communication medium can carry and the extent to which the medium enables the sender and receiver to reach a common understanding.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
56. (p. 535) A manager places a formal letter of reprimand into a subordinate's personal file commenting on the subordinate's unexcused absences from work in case the subordinate decides to sue the organization for defamation of character. This manager is acting according to which management principle? 
A. Management by wandering around
B. MBO
C. Groupthink
D. The paper trail
E. Groupware

The third factor that affects the choice of a communication medium is the need for a paper or electronic trail or some kind of written documentation that a message was sent and received.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Medium
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
57. (p. 535) A manager who has an employee who has not been meeting standards may want to create a ______ in order to have documentation during performance appraisals. 
A. Paper mill
B. Time trial
C. Database
D. Paper trail
E. Time mill

A manager may wish to document in writing, for example, that a subordinate was given a formal warning about excessive lateness.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Medium
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
58. (p. 535) The medium that is highest in information richness is: 
A. E-mail
B. Teleconferencing
C. Face-to-face communication
D. Videoconferencing
E. Voice mail

Face-to-face communication is the medium that is highest in information richness.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
59. (p. 535) The medium that allows for both communication such as facial expressions is: 
A. E-mail
B. Telephone conversation
C. Face-to-face communication
D. Memos
E. Voice mail

When managers communicate face-to-face, they not only can take advantage of verbal communication but also can interpret each other's nonverbal signals such as facial expressions and body language.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
60. (p. 536) When managers pass through work areas and talk informally with workers, this is known as: 
A. Management by exception
B. MBO
C. Micromanaging
D. Empowerment
E. Management by wandering around

Management by wandering around is a face-to-face communication technique that is effective for many managers at all levels in an organization.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
61. (p. 536) Brian, the president of Midland Manufacturing, walks through the production plant every morning and had has informal conversations with some of the employees. This is an example of: 
A. Self-managing work groups
B. MBO
C. The grapevine
D. Groupware
E. Management by wandering around

Management by wandering around is a face-to-face communication technique that is effective for many managers at all levels in an organization.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
62. (p. 536-537) All of the following are advantages to videoconferencing EXCEPT: 
A. Saves time
B. Saves money
C. Lead to more efficient meetings
D. Empowers employees
E. Faster decision making

Empowering employees is not an advantage of videoconferencing.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
63. (p. 536) ABC Company's division marketing managers, who work in different cities, meet biweekly for an hour using a TV screen to communicate with one another. This is an example of: 
A. E-mail.
B. Teleconferencing.
C. Videoconferencing.
D. Intranet.
E. Memos.

Videoconferences capture some of the advantages of face-to-face communication while saving time and money because managers in different locations do not have to travel to meet with one another.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
64. (p. 537) An employee who is a member of a self-managed team calls his office in St. Louis when he is at a conference in San Francisco to retrieve his phone messages, without having to go through his secretary. By doing so, he can respond to messages from the other members of his team while he is out of the office. This is an example of: 
A. E-mail
B. Voice mail
C. Blogging
D. Intranetting
E. Skyping

Voice mail systems are companywide systems that let senders record messages for members of an organization who are away from their desks and allow receivers to access their messages even when hundreds of miles away from the office.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
65. (p. 537) Elaine was not able to meet face-to-face with her subordinate, so she chose the form of communication that is the second highest in information richness. Which one did she chose? 
A. E-mail
B. Videoconferencing
C. Face-to-face communication
D. Phone communication
E. Memos

After face-to-face communication, spoken communication electronically transmitted over phone lines (and the World Wide Web) is second highest in information richness.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
66. (p. 538) Workers who are employed by an organization but who work at home instead of at an office of the organization are known as: 
A. Video-conferencers
B. Telecommuters
C. Internetters
D. Bloggers
E. Virtual teammates

The growing popularity of e-mail has also enabled many workers and managers to become telecommuters—people who are employed by organizations and work out of offices in their own homes.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
67. (p. 540) Which of the following forms of communication is lowest in information richness? 
A. E-mail
B. Video-conferencing
C. Management by wandering around
D. The grapevine
E. Impersonal written communication

Impersonal written communication is lowest in information richness but is well suited for messages that need to reach many receivers.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
68. (p. 540) The potential for important information to be ignored or overlooked (even that which is personally addressed) while tangential information receives attention is referred to as: 
A. Noise
B. Blogging
C. Information overload
D. Perception
E. Filtering

Information overload is the potential for important information to be ignored or overlooked (even that which is personally addressed) while tangential information receives attention.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
69. (p. 540) Douglas put together a company newsletter to talk about general topics about the company to all of the employees. This is an example of: 
A. Personal written communication
B. Impersonal written communication
C. Formal written communication
D. Intranet
E. A memo

Impersonal written communication is lowest in information richness but is well suited for messages that need to reach many receivers.

 


AACSB: Communication
Bloom's: Apply
Difficulty: Medium
Learning Objective: 16-03 Define information richness; and describe the information richness of communication media available to managers.
Topic: Communication Media
 
70. (p. 541) The paths along which information flows within the organization are called: 
A. Organizational structure
B. Communication networks
C. Communication wheels
D. Organizational paths
E. Cross-functional links

The pathways along which information flows in groups and teams and throughout an organization are called communication networks.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
71. (p. 541) What kind of network is often found in command groups with pooled task interdependence? 
A. Circle
B. All-channel
C. Chain
D. Wheel
E. Groupware

Wheel networks are often found in command groups with pooled task interdependence.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
72. (p. 541) Information flows member of the group in a ______ network. 
A. Circle
B. All-channel
C. Chain
D. Wheel
E. Spiral

In a wheel network, information flows to and from one central member of the group.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
73. (p. 541) In what type of network do members communicate with one another in a predetermined sequence? 
A. Chain
B. Wheel
C. All-channel
D. Circle
E. Grapevine

In a chain network, members communicate with one another in a predetermined sequence.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
74. (p. 542) What type of network do group members communicate with others who are similar to them in experiences, beliefs, areas of expertise, background, office location, or even where they sit when the group meets? 
A. Wheel
B. Chain
C. All-channel
D. Circle
E. Groupware

In a circle network, group members communicate with others who are similar to them in experiences, beliefs, areas of expertise, background, office location, or even where they sit when the group meets.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
75. (p. 542) In which type of communication network does every group member communicate with every other group member? 
A. Circle
B. Wheel
C. All-channel
D. Groupware
E. Chain

An all-channel network is characterized by high levels of communication: Every team member communicates with every other team member.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
76. (p. 542) The idea that "managers tend to communicate more with other managers whose offices are close to their office" is represented by which type of communication network? 
A. Chain
B. Wheel
C. Circle
D. Groupware
E. All-channel

In a circle network, group members communicate with others who are similar to them in experiences, beliefs, areas of expertise, background, office location, or even where they sit when the group meets.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
77. (p. 542) Self-managed teams within organizations typically work according to which type of communication network? 
A. Chain
B. Spiral
C. Circle
D. All-channel
E. Wheel

Top management teams, cross-functional teams, and self-managed work teams frequently have all-channel networks.

 


AACSB: Communication
Bloom's: Understand
Difficulty: Medium
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
78. (p. 543) An informal organizational network through which unofficial information flows is called: 
A. The grapevine
B. The rumor mill
C. The wheel
D. The all channel network
E. The pathway

The grapevine is an informal organizational communication network along which unofficial information flows quickly, if not always accurately.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-04 Describe the communication networks that exist in groups and teams.
Topic: Communication Networks
 
79. (p. 544) A global system of computer networks that is easy to join and is used by employees of organizations around the world to communicate inside and outside their companies is called a(n): 
A. Internet
B. Intranet
C. Extranet
D. Groupware
E. Collaboration software

The Internet is a global system of computer networks that is easy to join and is used by employees of organizations around the world to communicate inside and outside their companies.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-05 Explain how advances in technology have given managers new options for managing communication.
Topic: Information Technology & Communication
 
80. (p. 544) An internal, companywide system of computer networks is called a(n): 
A. Internet
B. Intranet
C. Media net
D. All-channel network
E. Open book network

These managers use this technology to share information within their own companies through company networks called intranets.

 


AACSB: Communication
Bloom's: Remember
Difficulty: Easy
Learning Objective: 16-05 Explain how advances in technology have given managers new options for managing communication.
Topic: Information Technology & Communication
 
81. (p. 545) Computer software that enables teams to share information with each other is called: 
A. Team management
B. Groupware
C. An all-channel network
D. A grapevine
E. The Internet

Groupware is computer software that enables members of groups and teams to share information with one another to improve their communication and performance.
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82. (p. 546) Managers are most likely to successfully use groupware when: 
A. The work is individual-based
B. The organization has a flexible culture
C. Employees train themselves
D. The organization's rewards are individual-based
E. The organization has a rigid hierarchy

The culture of the organization stresses flexibility and knowledge sharing, and the organization does not have a rigid hierarchy of authority.
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83. (p. 546) Groupware is more successful for all the following reasons EXCEPT: 
A. The work is group-based
B. It has the full support of top management
C. The culture stresses flexibility
D. Members are rewarded based on individual performance
E. It is used for a specific purpose

The work is group-based, and members are rewarded, at least in part, for group performance is a condition where groupware is successful.
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84. (p. 549) In terms of information flow between managers, a message is __________ when it is easy for the receiver to understand and it is __________ when it contains all of the information that the sender and receiver need in order to reach a common understanding. 
A. Clear; clear
B. Concise; concise
C. Clear; complete
D. Complete; clear
E. Complete; concise

A message is clear when it is easy for the receiver to understand and interpret, and it is complete when it contains all the information that the sender and receiver need to reach a common understanding.
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85. (p. 549) When sending messages, a manager needs all of the following communication skills EXCEPT: 
A. Send clear messages
B. Encode messages the receiver understands
C. Select appropriate medium
D. Filter information
E. Ensure a feedback mechanism is built into the message

A manager should avoid filtering and information distortion.
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86. (p. 549) Specialized language that members of an occupation, group, or organization develop to facilitate communication among themselves, should never be used when communicating with people outside the occupation, group, or organization is referred to as: 
A. Encoding
B. Decoding
C. Rumors
D. Nonverbal communication
E. Jargon

Jargon, specialized language that members of an occupation, group, or organization develop to facilitate communication among themselves, should never be used when communicating with people outside the occupation, group, or organization.
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87. (p. 550) When the sender of a message withholds part of the message because she feels that the receiver will not want to receive certain information, this is known as: 
A. Noise
B. De-enriching a message
C. Filtering
D. Jargon
E. Receiver bias

Filtering occurs when senders withhold part of a message because they (mistakenly) think the receiver does not need the information or will not want to receive it.
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88. (p. 550) When the meaning of a message changes as the message passes through a series of senders and receivers, this is known as: 
A. Filtering
B. Feedback
C. Jargon
D. Information distortion
E. Nonverbal communication

Information distortion occurs when the meaning of a message changes as the message passes through a series of senders and receivers.
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89. (p. 551) Unofficial information that is of interest to the receivers within the organization but which does not have an identifiable source is known as: 
A. Jargon
B. Rumors
C. Noise
D. Dialect
E. Bias

Rumors are unofficial pieces of information of interest to organizational members but with no identifiable source.
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90. (p. 551-552) When receiving messages, a manager needs all of the following communication skills EXCEPT: 
A. Pay attention
B. Be a good listener
C. View the message form her own point of view
D. Be empathetic
E. Focus on the content of the information

Receivers are empathetic when they try to understand how the sender feels and try to interpret a message from the sender's perspective, rather than viewing the message from only their own point of view.
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91. (p. 552) To be a good listener, a manager should: 
A. Interrupt the sender when he is being unclear
B. Avoid looking directly at the sender to keep from embarrassing him
C. Paraphrase what the sender has said
D. Keep questions intended to clarify ambiguity of confusion for another meeting
E. Repeat exactly what the sender said

Managers should paraphrase, or restate in their own words, points senders make that are important, complex, or open to alternative interpretations; this is the feedback component so critical to successful communication.
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92. (p. 552) Joe is listening to Pat, trying to understand Pat's point of view. Joe is being: 
A. Sympathetic
B. Empathetic
C. Aesthetic
D. A good sender
E. Optimistic

Receivers are empathetic when they try to understand how the sender feels and try to interpret a message from the sender's perspective, rather than viewing the message from only their own point of view.
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93. (p. 552) A manager's characteristic way of speaking is known as that manager's: 
A. Empathy
B. Linguistic style
C. Nonverbal style
D. Dialect
E. Jargon

Linguistic style is a person's characteristic way of speaking.
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94. (p. 552-553) Elements of linguistic style include all of the following EXCEPT: 
A. Tone
B. Indirectness
C. Jokes
D. Eye contact
E. Use of questions

Elements of linguistic style include tone of voice, speed, volume, use of pauses, directness or indirectness, choice of words, credit taking, and use of questions, jokes, and other manners of speech.
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95. (p. 552-553) When Tim speaks to his class, he speaks in a slow monotone voice and use very dry jokes. This is an example of Tim's: 
A. Dialect
B. Linguistic style
C. Nonverbal communication
D. Bias
E. Information distortion

Elements of linguistic style include tone of voice, speed, volume, use of pauses, directness or indirectness, choice of words, credit taking, and use of questions, jokes, and other manners of speech.
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96. (p. 553) In conversations, managers from Japan tend to __________________ more than managers from the U.S. do. 
A. Be more informal
B. Be more hurried
C. Be more group-oriented
D. Be less deferential
E. Pause less

Managers from Japan tend to be more formal in their conversations and more deferential toward upper-level managers.
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97. (p. 555) The ways in which men communicate emphasize status _______ and play ______ relative strengths; the ways in which women communicate emphasize ______ and ______ individual strengths. 
A. Differences; down; similarities; downplay
B. Differences; up; similarities; downplay
C. Similarities; down; similarities; up play
D. Similarities; up; differences; downplay
E. Similarities; up; similarities; downplay

The ways in which men communicate emphasize status differences and play up relative strengths; the ways in which women communicate emphasize similarities and downplay individual strengths.
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Essay Questions
 

98. (p. 530-531) Discuss the importance of good communication and its relationship to the organization's competitive advantage. 

Organization can gain a competitive advantage when managers strive to increase efficiency, quality, responsiveness to customers, and innovation. Good communication is essential for attaining each of these four goals and thus is a necessity for gaining a competitive advantage. More detail is on the pages indicated.
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99. (p. 531-532) Describe the communication process, including an explanation of each step in both phases. 

See Figure 16.1 and accompanying discussion.
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100. (p. 532) Define verbal and nonverbal communication and discuss how nonverbal communication reinforces verbal communication. 

The encoding of messages into words, written or spoken, is verbal communication. Nonverbal communication shares information by means of facial expressions (smiling, raising an eyebrow, frowning, dropping one's jaw), body language (posture, gestures, nods, and shrugs), and even style of dress (casual, formal, conservative, trendy). Nonverbal communication can be used to back up or reinforce verbal communication. Just as a warm and genuine smile can back up words of appreciation for a job well done, a concerned facial expression can back up words of sympathy for a personal problem. In such cases, the congruence between the verbal and the nonverbal communication helps to ensure that a common understanding is reached.
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101. (p. 532-533) Explain the role of perception in communication. What are biases, and how do they affect communication? 

Perception plays a central role in communication, because when senders and receivers communicate with each other, they are doing so based on their own subjective perceptions (encoding, decoding, choice of medium). In addition, perceptual biases can hamper effective communication.
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102. (p. 534-535) Define information richness. When should a manager use a highly rich medium over a lesser rich medium? Provide an example of a highly rich medium. 

Information richness is the capacity of a communication medium to carry information. Managers should use a highly rich medium when effective communication is very important, the message is complex, time is available, and no paper trail is needed.
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103. (p. 535-541) Discuss the various forms of communication media that managers can use. Identify where each type lies on the scale of information richness. 

Managers can use face-to-face communication, written letters, memos, newsletters, phone conversations, e-mail, voice mail, faxes, and videoconferences. Specific details are on the pages indicated.
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104. (p. 534-535) Discuss the three factors managers should use in deciding what communication medium to use. 

The first and most important is the level of information richness that is needed. Information richness is the amount of information a communication medium can carry and the extent to which the medium enables the sender and receiver to reach a common understanding. The communication media that managers use vary in their information richness. Media high in information richness can carry an extensive amount of information and generally enable receivers and senders to come to a common understanding. The second factor that managers need to take into account in selecting a communication medium is the time needed for communication because managers' and other organizational members' time is valuable. The third factor that affects the choice of a communication medium is the need for a paper or electronic trail or some kind of written documentation that a message was sent and received.
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105. (p. 541-542) Differentiate between the four types of communication networks that managers can utilize in an organization. Provide examples of each. 

The pathways along which information flows in groups and teams and throughout an organization are called communication networks. In a wheel network, information flows to and from one central member of the group. Other group members do not need to communicate with one another to perform at a high level, so the group can accomplish its goals by directing all communication to and from the central member. Wheel networks are often found in command groups with pooled task interdependence. In a chain network, members communicate with one another in a predetermined sequence. Chain networks are found in groups with sequential task interdependence, such as in assembly-line groups. When group work has to be performed in a predetermined order, the chain network is often found because group members need to communicate with those whose work directly precedes and follows their own. In a circle network, group members communicate with others who are similar to them in experiences, beliefs, areas of expertise, background, office location, or even where they sit when the group meets. An all-channel network is found in teams. It is characterized by high levels of communication: Every team member communicates with every other team member. Top management teams, cross-functional teams, and self-managed work teams frequently have all-channel networks. The reciprocal task interdependence often found in such teams requires information flows in all directions.
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106. (p. 546) When would managers most likely be able to successfully use groupware as a communication medium in their organizations? 

The work is group- or team-based, and members are rewarded, at least in part, for group performance. Groupware has the full support of top management. The culture of the organization stresses flexibility and knowledge sharing, and the organization does not have a rigid hierarchy of authority. Groupware is used for a specific purpose and is viewed as a tool that enables group or team members to work more effectively together, not as a personal source of power or advantage. Employees receive adequate training in the use of computers and groupware.
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107. (p. 549-551) Discuss how managers can send more effective messages. 

Send messages that are clear and complete. Encode messages in symbols that the receiver understands. Select a medium that is appropriate for the message. Select a medium that the receiver monitors. Avoid filtering and information distortion. Ensure that a feedback mechanism is built into messages. Provide accurate information to ensure that misleading rumors are not spread.
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108. (p. 551-552) Explain how manager can become more effective receivers. 

To be effective, managers should always pay attention to messages they receive, no matter how busy they are. Managers (and all other members of an organization) can do several things to be good listeners. Receivers are empathetic when they try to understand how the sender feels and try to interpret a message from the sender's perspective, rather than viewing the message from only their own point of view.
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109. (p. 551-552) Explain how managers can become better listeners. 

First, managers should refrain from interrupting senders in the middle of a message so senders do not lose their train of thought and managers do not jump to erroneous conclusions based on incomplete information. Second, managers should maintain eye contact with senders so senders feel their listeners are paying attention; doing this also helps managers focus on what they are hearing. Third, after receiving a message, managers should ask questions to clarify points of ambiguity or confusion. Fourth, managers should paraphrase, or restate in their own words, points senders make that are important, complex, or open to alternative interpretations; this is the feedback component so critical to successful communication.
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110. (p. 551-552) Discuss how managers manage differences in linguistic styles. 

Managers should not expect to change people's linguistic styles and should not try to. To be effective, managers need to understand differences in linguistic styles. Knowing, for example, that some women are reluctant to speak up in meetings not because they have nothing to contribute but because of their linguistic style should lead managers to ensure that these women have a chance to talk. And a manager who knows certain people are reluctant to take credit for ideas can be careful to give credit where it is deserved.
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