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McLean’s Effective Business Communication v4.0

Chapter 1

Business Communication Soft Skills

TRUE/FALSE

1. Your ability to communicate is central to your self-concept.
ANS: T DIF: Easy REF: Section 1.4

2. Active listening and reading are also part of being a successful communicator.
ANS: T DIF: Easy REF: Section 1.7

3. Though appreciated, communication skills do not feature among the top ten desirable skills 
employers look for.
ANS: F DIF: Easy REF: Section 1.6

4. To communicate is to perceive, to interpret, and to relate our perception and interpretation to what we 
already know.
ANS: F DIF: Moderate REF: Section 1.2
 

5. Process means doing something together with one or more other people.
ANS: F DIF: Easy REF: Section 1.2

6. The source imagines, creates, and sends the message.
ANS: T DIF: Easy REF: Section 1.2

7. As the amount of feedback increases, the accuracy of communication also increases.
ANS: T DIF: Easy REF: Section 1.2

8. The environment is composed of the physical and psychological atmosphere.
ANS: T DIF: Easy REF: Section 1.2

9. Because noise interferes with the communication process, all noise is bad.
ANS: F DIF: Moderate REF: Section 1.2 

10. Meaning is what we share through communication.
ANS: T DIF: Easy REF: Section 1.2 

11. The degree to which you consider both the common good and fundamental principles you hold to be 
true when crafting your message directly relates to how your message will affect others.
ANS: T DIF: Easy REF: Section 1.3

12. To communicate in an egalitarian manner, one must speak and write in a way that is comprehensible 
and relevant to those who are “like you” in terms of age, gender, race or ethnicity, or other 
characteristics.
ANS: F DIF: Moderate REF: Section 1.3

13. Being egalitarian means that you have to avoid professional terminology.
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ANS: F DIF: Moderate REF: Section 1.3
 
14. Being manipulative is one of the ways the speaker exhibits his respect for the audience.

ANS: F DIF: Moderate REF: Section 1.3

15. In order to be respectful, one has to keep passion and enthusiasm out of business communication.
ANS: F DIF: Moderate REF: Section 1.3

16. “I don’t understand how you could have trouble with the product you bought. Try it again.”—is an 
example of respectful communication.
ANS: F DIF: Moderate REF: Section 1.3

17. Paying attention to both the actual words and for other clues to meaning, such as tone of voice, is an 
example of passive listening.
ANS: F DIF: Easy REF: Section 1.7

18. During a company presentation, Maria develops key talking points, designs her slides, and delivers 
the information to her audience. This means she is acting as the source in the communication process.
ANS: T DIF: Moderate REF: Section 1.2

19. When a team leader consistently directs all complex questions and speaking opportunities during 
meetings only to the most experienced members, while rarely inviting input from newer or less vocal 
team members, they are demonstrating egalitarian communication.
ANS: F DIF: Moderate REF: Section 1.3

20. When delivering performance feedback that requires a sensitive discussion, approaching an employee 
quickly in a busy office hallway between meetings for a brief, informal chat is an effective way to 
make the discussion less intimidating for them.
ANS: F DIF: Moderate REF: Section 1.7

21. An appointed leader may face challenges in communication and team performance if the group does 
not accept their leadership, even if they were officially designated by authority.
ANS: T DIF: Easy REF: Section 1.9

22. In a small marketing firm, the only person who knows how to troubleshoot and fix the company’s 
complex email marketing software is Sarah. When the software malfunctions, the entire team relies 
on Sarah to quickly resolve the issue, and they look to her for guidance on best practices for using the 
system. Sarah is a leader-as-technician in this scenario. 
ANS: T DIF: Moderate REF: Section 1.9

23. The word conflict produces a sense of anxiety for many people, but it is part of the human experience.
ANS: T DIF: Easy REF: Section 1.10

24. All relationships progress through times of conflict.
ANS: T DIF: Easy REF: Section 1.10

25. Face-detracting strategies involve messages or statements that give the respect, integrity, or enhance 
the credibility of a person.
ANS: F DIF: Easy REF: Section 1.10
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26. Face-saving strategies are actions that protect credibility and separate message from messenger.
ANS: T DIF: Easy REF: Section 1.10

27. Empathetic listening involves listening to both the literal and implied meanings within a message.
ANS: T DIF: Easy REF: Section 1.10

28. Conflict is the physical or mental struggle that comes from the perception of opposing or 
incompatible demands, desires, wants, or needs.
ANS: T DIF: Easy REF: Section 1.10

29. Two marketing team members are collaborating on a new campaign, but they have different ideas 
about the target audience. One believes it should be young adults, while the other insists on targeting 
older demographics. Despite this disagreement, they continue to work together professionally and are 
committed to finding a solution that benefits the campaign. In this scenario, the team members are 
using defensive communication.
ANS: F DIF: Moderate REF: Section 1.10

30. During a performance review, a manager tells an employee, “Your report was completely inadequate 
and showed a total lack of effort, which makes me question your commitment to this team.” This 
statement is then followed by the employee becoming visibly upset and disengaging from the rest of 
the conversation. The manager is using face-saving strategies in this scenario. 
ANS: F DIF: Moderate REF: Section 1.10

31. An employee who regularly updates their skills and adapts to new technologies demonstrates the kind 
of lifelong learning and adaptability that employers value in a changing workplace.
ANS: T DIF: Easy REF: Section 1.11

32. Soft skills must be adaptable to different contexts and transferable across various jobs, allowing 
individuals to apply what they’ve learned in one role to many others.
ANS: T DIF: Easy REF: Section 1.11

MULTIPLE CHOICE

33. _____ refers to your sense of self and awareness of who you are.
a. Intuition
b. Self-awareness
c. Self-concept
d. Introspection
e. Self-perception
ANS: C DIF: Moderate REF: Section 1.4

34. _______ is the stimulus or meaning produced by the source for the receiver.
a. Inference
b. Deduction
c. Response
d. Logic 
e. Message
ANS: E DIF: Moderate REF: Section 1.2
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35. Jemima  is  having  a  face-to-face  conversation  with  her  supervisor  at  her  office.  During  the 
conversation, her supervisor receives three calls and a few text messages. Twice, two employees 
dropped by to report  the weekly stats  for  their  team. The disturbance and blocking that  Jemima  
experienced can be referred to as:

a. interference
b. unsolicited information
c. reverse feedback
d. diffusion
e. split message
ANS: A DIF: Moderate REF: Section 1.2

36. Interference is also known as _____ and can negatively impact the writing process, or the reader’s 
experience.

a. miscommunication
b. diffusion
c. split message
d. filtering
e. noise
ANS: E DIF: Moderate REF: REF: Section 1.2

37. In a written word product, the word, sentence, or visual image is the way a(n) ______ travels between 
source and receiver.

a. transit
b. flow
c. message
d. repository
e. intermediary
ANS: C DIF: Moderate REF: Section 1.2

38. Megan was assessing her career options before she decided to take up a course on her skills. She  
realized that she was happy talking to people and helping them out; this could help her in a customer  
facing job. What Megan was trying to realize was her:

a. sixth sense
b. subconscious drive
c. character
d. personality type
e. self-concept
ANS: E DIF: Moderate REF: Section 1.5

39. Which of the following does not reflect one’s self-concept? 
a. parents
b. clothes
c. friends
d. professional choice
e. interests
ANS:A DIF: Moderate REF: Section 1.5

40. Which of the following is not true about communication? 
a. It influences your thinking about yourself and others.
b. It influences how you learn.
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c. It represents you and your employer.
d. It is desired by business and industry.
e. It reflects your socioeconomic background.
ANS: E DIF: Moderate REF: Section 1.6

41. The  study  mentioned  in  the  text  found  that  _____  is  both  a  ‘marker’  of  high-skill,  high-wage,  
professional work, and a ‘gatekeeper’ with clear equity implications.

a. speaking
b. education
c. reading
d. writing
e. ethics
ANS: D DIF: Moderate REF: Section 1.6

42. Which of the following is not a critical term in the definition of communication?
a. process
b. understanding
c. status
d. sharing
e. meaning
ANS: C DIF: Moderate REF: Section 1.2

43. Fred  is  narrating  his  idea  to  his  supervisor  on  how to  improve  the  quality  of  the  work  in  his  
department.  Priscilla,  his  supervisor,  listens  intently,  perceives  his  point  of  view,  interprets  his  
suggestions, and relates the interpretation to her own idea of quality improvement. What is Priscilla 
doing?

a. reviewing
b. understanding
c. providing feedback
d. moderating
e. quantifying
ANS: B DIF: Moderate REF: Section 1.2

44. In communication, _____ occurs when you convey thoughts, feelings, ideas, or insights to others.
a. reviewing
b. understanding
c. feedback
d. sharing
e. moderating
ANS: D DIF: Moderate  REF: Section 1.2

45.  _____ is composed of messages the receiver sends back to the source.
a. Medium
b. Feedback
c. Channel
d. Reverse communication
e. Meaning
ANS: B DIF: Moderate REF: Section 1.2
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46.  Sheila is delivering a message to her colleagues. She ensures that there are no unintended messages 
in  her  tone  of  voice,  body  language,  or  clothing.  She  chooses  the  perfect  words  to  convey  the 
intended meaning. By watching her audience’s reaction, she perceives how well they received the 
message  and  responds  with  clarification  or  supporting  information.  Sheila  is  the  _____  of  the 
message.

a. medium
b. context
c. intermediary
d. channel
e. source
ANS: E DIF: Moderate REF: Section 1.2

47.  Face-to-face  conversations,  speeches,  telephone  conversations,  voice  mail  messages,  radio,  and 
public address systems are examples of:

a. messages
b. contexts
c. channels
d. receivers
e. sources
ANS: C DIF: Moderate REF: Section 1.2

48.  Which of the following statements about feedback is not true?
a. It provides an opportunity for the source to ask for clarification.
b. It can indicate that the source could make the message more interesting.
c. As the amount of feedback increases, the accuracy of communication also increases.
d. It signals the source to see how well the message was received.
e. It is composed of messages the receiver sends back to the source.
ANS: A DIF: Moderate REF: Section 1.2

49. Which of the following statements about environment is not true?
a. People may be less likely to have an intimate conversation when they can only see each other from 

across the room.
b. The environment can include the tables,  chairs,  lighting, and sound equipment that  are in the 

room.
c. The environment can include factors like formal dress.
d. People may be more likely to have an intimate conversation when they are physically close to  

each other.
e. Expectations of the individuals involved are part of the environment.
ANS: E DIF: Moderate REF: Section 1.2

50.  The _____ of the communication interaction involves the setting, scene, and expectations of the 
individuals involved.

a. context
b. process
c. medium
d. channel
e. environment
ANS: A DIF: Moderate REF: Section 1.2

51. _____ is anything that blocks or changes the source’s intended meaning of the message.
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a. Intervention
b. Interruption
c. Channel conflict
d. Interference
e. Distortion
ANS: D DIF: Moderate REF: Section 1.2

52.  As you are talking to your colleague over the phone, the sound of an airplane flying low drowns out 
part of your conversation. Immediately after, your mobile phone rings, again disturbing the flow of 
conversation. Both of these are instances of:

a. interference
b. interruption
c. distortion
d. environmental conflict
e. channel conflict
ANS: A DIF: Moderate REF: Section 1.2

53.  Your colleague from India, Narain Ramesh, finds it a bit strange that you refer to your teachers by  
name. He feels how you address someone reflects your respect for that person. But you are confident 
that  your  professors  are  comfortable  with  how  you  address  them.  From  a  communications 
perspective, the difference here is one of:

a. environment
b. channel
c. understanding
d. context
e. feedback
ANS: D DIF: Moderate REF: Section 1.2

54.  _____ is what happens when your own thoughts occupy your attention while you are hearing, or 
reading, a message.

a. Unintentional distraction
b. Unconditional stimulation
c. Brain reflex
d. Reflective distortion
e. Psychological noise
ANS: E DIF: Moderate REF: Section 1.2

55.  When you bring ideas to consciousness, ponder how you feel about something, or figure out the 
solution to a problem, what happens is referred to as:

a. intuition
b. intrapersonal communication
c. clustering illusion
d. exposure effect
e. reflective communication
ANS: B DIF: Moderate REF: Section 1.2

56.  While you are discussing a recent movie with a friend, he clarifies your descriptions and throws in  
his opinion about what he thought about the movie. As a third person views it, both of you are taking  
the role of source and receiver throughout the conversation in turns. Which communication model  
explains the blurring of the distinction between you and your friend as the source and receiver?
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a. transactional model
b. transference model
c. cluster model
d. constructivist model
e. reflective model
ANS: A DIF: Moderate REF: Section 1.2

57.  In  which  of  the  following  communication  models  do  we  focus  on  the  negotiated  meaning,  or  
common ground, when trying to describe communication?

a. transactional model
b. transference model
c. cluster model
d. constructivist model
e. reflective model
ANS: D DIF: Moderate REF: Section 1.2

58.  When you are prepared, it means that you have done all of the following except:
a. selected a topic appropriate to your audience
b. practiced the golden rule of treating your audience the way you would want to be treated
c. gathered enough information to cover the topic well
d. put your information into a logical sequence
e. considered how best to present it
ANS: B DIF: Moderate REF: Section 1.3

59.  As the business communicator’s first responsibility, the various facets of preparation include all of 
the following except:

a. feedback
b. organization
c. clarity
d. being concise
e. being punctual
ANS: A DIF: Moderate REF: Section 1.3

60.  _____ refers to a set of principles or rules for correct conduct.
a. Decorum
b. Protocol
c. Code of conduct
d. Manners
e. Ethics
ANS: E DIF: Easy REF: Section 1.3

61.  When faced with a difficult  situation with a customer,  instead of saying “I’ve had it  with your  
complaints!” Sue always says, “I’m having trouble seeing how I can fix this situation. Would you  
explain to me what you want to see happen?” In terms of responsibilities of a communicator, this is  
an example of:

a. marketing tactic
b. ethical communication
c. intrapersonal communication
d. sales pitching
e. effective feedback
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ANS: B DIF: Moderate REF: Section 1.3

62.  To be _____ means that everyone is entitled to the same respect, expectations, access to information,  
and rewards of participation in a group.

a. organized
b. neutral
c. tolerant of diversity
d. egalitarian
e. ethical
ANS: D DIF: Easy REF: Section 1.3

63.  People who believe whatever the speaker said simply because of how dramatically they delivered a  
speech are being manipulated by

a. a cult of personality.
b. hypnotic suggestions.
c. false promises.
d. an autocratic leader.
e. impression management.
ANS: A DIF: Easy REF: Section 1.3

64.  If you are asked a question to which you don’t know the answer, what should the proper response  
be?

a. “I’m afraid I will not be able to answer your queries.”
b. “Shall we keep the questions toward the end of the session?”
c. “I don’t know the answer but I will research it and get back to you.”
d. “This seems to digress from the topic in discussion.”
e. “Questioners should ensure that they benefit the entire audience.”
ANS: C DIF: Easy REF: Section 1.3

65.  Our  awareness  and  ability  to  control  and  express  our  emotions  as  we  assess  and  manage  our 
interpersonal relationships judiciously and empathetically is called:

a. natural intelligence
b. native intelligence
c. adaptability intelligence
d. emotional intelligence
e. rational intelligence
ANS: D DIF: Easy REF: Section 1.8

66. Our emotional intelligence involves which of the following?
a. self-disclosure
b. selfishness
c. group management
d. self-awareness
e. group awareness
ANS: D DIF: Easy REF: Section 1.8

67. Which of the following is not one of the tips to facilitate active listening?
a. maintain eye contact with the speaker
b. don’t interrupt; if reading, don’t multitask
c. focus your attention on your own internal monologue
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d. restate the message in your own words and ask if you understood correctly
e. ask clarifying questions to communicate interest and gain insight
ANS: C DIF: Moderate REF: Section 1.7

68. Expression of emotions is important, but requires the three Ts: 
a. thought, trust, and translation
b. tact, timing, and trust
c. time, talent, and thought
d. thought, tactic, and translation
e. tactic, talent, and time
ANS: B DIF: Moderate REF: Section 1.8

69. Emotions are often contagious. This implies that, as a speaker, you should
a. use your enthusiasm to raise the level of interest in your topic.
b. emphasize that your relationship with your listeners is important to you.
c. pay attention to how verbal and nonverbal messages reinforce and complement each other.
d. plan for a time to provide responses and open dialogue after the conclusion of your speech.
e. consider the audience’s point of view and be specific about your concerns.
ANS: A DIF: Moderate REF: Section 1.8

70. In the communication process, the source is responsible for which of the following actions?
a. imagining, creating, and sending the message
b. interpreting the message and providing feedback
c. eliminating noise that interferes with the message
d. choosing the appropriate channel for the message
e. decoding the message into understandable thoughts
ANS: A DIF: Easy REF: Section 1.2

71. Regarding the communication process, which of the following actions is primarily the responsibility 
of the receiver?
a. Receiving the message and interpreting it, sometimes in ways not intended by the source
b. Imagining, creating, and sending the original message
c. Providing immediate and direct feedback to the source to clarify meaning
d. Eliminating all potential noise that might distort the message
e. Choosing the most effective channel for message delivery
ANS: A DIF: Easy REF: Section 1.2

72. You are preparing to present a project update to senior executives in a formal boardroom. The action 
that best demonstrates your understanding of the communication context is
a. wearing casual clothes and using informal language because the content is more important than 

appearance.
b. dressing professionally, using formal language, and tailoring your presentation to the executives’ 

interests and expectations.
c. delivering the presentation quickly without pauses to save time.
d. focusing only on technical details without considering the executives’ background or concerns.
e. using humor and slang to make the presentation more entertaining, regardless of the setting.
ANS: B DIF: Moderate REF: Section 1.2
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73. A marketing director is preparing to present the annual strategy to the company’s leadership team. To 
demonstrate that she is a prepared and organized communicator, which action would be most 
effective?
a. The most effective action would be relying on her charisma and ability to speak off-the-cuff to 

impress the leadership team during the presentation.
b. The most effective action would be spending most of her preparation time researching every 

possible competitor, even if it means neglecting her own presentation structure.
c. The most effective action would be sending a series of unedited, lengthy emails with raw data to 

the leadership team just before the meeting.
d. The most effective action would be developing a clear outline for her presentation, creating 

concise visual aids, and rehearsing her delivery to manage time effectively.
e. The most effective action would be focusing solely on the aesthetic design of her slides, without 

ensuring the content is logically structured or easy to follow.
ANS: D DIF: Moderate REF: Section 1.3

74. A sales manager needs to announce a significant change in the commission structure to her team, a 
policy that might be met with resistance. To demonstrate she is a prepared communicator and ensure 
her message is clear and understood, which action should she prioritize?
a. She should prioritize sending a long, detailed memo filled with legalistic terms and financial 

jargon without any summary.
b. crafting a concise message using plain language, anticipating potential questions, and preparing 

simple, illustrative examples of how the new structure will work.
c. She should prioritize announcing the change verbally in a hurried meeting without any written 

documentation or opportunity for questions.
d. She should prioritize decorating the meeting room with motivational posters before the 

announcement.
e. She should prioritize waiting for individual team members to approach her with questions, rather 

than proactively addressing potential confusion.
ANS: B DIF: Moderate REF: Section 1.3

75. A company discovers a minor but potentially impactful flaw in its newly released software. As the 
head of public relations, you are tasked with communicating this issue to customers. To demonstrate 
that you are an effective and ethical communicator, you should
a. remain silent about the flaw, hoping that customers will not discover it on their own.
b. announce that a competitor’s product also has similar issues, deflecting attention from your 

company’s flaw.
c. release a vague statement that downplays the severity of the flaw without providing specific 

details or solutions.
d. organize a large marketing campaign for a different product to distract customers from the issue.
e. issue a transparent statement acknowledging the flaw, explaining its potential impact, and 

outlining the clear steps the company is taking to resolve it.
ANS: E DIF: Moderate REF: Section 1.3

76. During a team meeting, you notice a colleague looks confused after you explain a new procedure. 
Which action best shows that you are using awareness effectively in your communication?
a. The action that best shows this is pausing to ask if they need clarification and adjusting your 

explanation based on their feedback.
b. The action that best shows this is continuing with your presentation without addressing their 

confusion to stay on schedule.
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c. The action that best shows this is ignoring nonverbal cues and focusing only on delivering your 
prepared message.

d. The action that best shows this is assuming they will ask questions later if they don’t understand.
e. The action that best shows this is changing the topic quickly to avoid drawing attention to the 

confusion.
ANS: A DIF: Moderate REF: Section 1.4

77. You are preparing for a job interview for a role that requires strong leadership and teamwork skills. 
You reflect on your past experiences, recalling instances where your natural inclination to motivate 
others and your personal drive to achieve shared goals led to successful outcomes. You decide to 
highlight these specific examples in your interview responses, believing they accurately represent 
your core motivations and individual strengths. Based on this scenario, which of the following best 
illustrates your understanding and application of “self” in business communication?
a. You are leveraging your awareness of your own individuality, motivations, and personal 

characteristics to strategically present yourself in a professional context.
b. You are primarily focusing on what the interviewer wants to hear, rather than your genuine 

personal attributes.
c. You are adapting your communication style to match the interviewer’s personality, regardless of 

your own.
d. You are relying on external feedback from previous supervisors to define your professional 

identity for the interview.
e. You are memorizing generic answers to common interview questions without connecting them to 

your unique experiences.
ANS: A DIF: Moderate REF: Section 1.4

78. You are a project manager leading a new team. During your first team meeting, you notice that when 
you explain the project’s goals, some team members nod in agreement, while others appear confused 
or hesitant. You then adjust your explanation, providing more examples and asking for direct 
feedback, aiming to ensure clarity and build a perception of yourself as an effective and supportive 
leader. Based on this scenario, which of the following best illustrates the application of Charles 
Cooley’s “looking-glass self” in your communication?
a. You are primarily focused on delivering the information accurately, regardless of the team’s 

immediate responses.
b. You are using a standardized communication approach that you apply to all team meetings, 

irrespective of the audience.
c. You are relying solely on your internal confidence as a project manager to guide your 

communication.
d. You are interpreting the team members’ reactions to gauge their understanding and your 

effectiveness, then adjusting your communication to shape their perception of your leadership 
identity.

e. You are delegating the responsibility of understanding the project goals entirely to your team 
members.

ANS: D DIF: Moderate REF: Section 1.4

79. You are a junior graphic designer, and you frequently see posts from other designers on LinkedIn 
showcasing their seemingly flawless portfolios and rapid career advancements. You begin to feel 
intense pressure to take on extra, unpaid projects outside of work to “catch up” to their perceived 
success, even though your current workload is already demanding. Based on Leon Festinger’s social 
comparison theory and the nature of social media, which of the following best describes your 
situation?
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a. You are effectively networking by observing the achievements of your peers and planning your 
career trajectory.

b. You are demonstrating strong initiative and a proactive approach to professional development.
c. You are engaging in social comparison with curated online representations, leading to a skewed 

perception of reality and influencing your professional decisions.
d. You are accurately assessing the industry standard for graphic designers based on publicly 

available information.
e. You are prioritizing your personal well-being by avoiding competitive behaviors online.
ANS: C DIF: Moderate REF: Section 1.5

80. You are in a meeting where your team leader is explaining a new software implementation process. 
While they are speaking, you find yourself thinking, “This is going to be so complicated. I’ll never 
understand it. What if I make a mistake?” These thoughts distract you, and you realize you’ve missed 
several key steps in the explanation. Based on the concept of internal monologue, which of the 
following best describes what is happening in this scenario?
a. Your internal monologue is becoming disorganized and illogical, interfering with your ability to 

listen effectively and focus on the team leader’s message.
b. You are actively engaging in critical thinking, which is a necessary part of understanding 

complex information.
c. You are demonstrating strong intrapersonal communication by reflecting on your potential 

challenges.
d. You are preparing insightful questions to ask the team leader once they finish speaking.
e. You are experiencing a healthy level of self-doubt that will motivate you to learn the new process 

more thoroughly.
ANS: A DIF: Moderate REF: Section 1.5

81. You are a marketing specialist, and you are very proud of your ability to create engaging social media 
content, a skill you frequently highlight in team meetings and on your résumé. Your colleagues and 
supervisor also consistently praise your social media creativity, often asking you for advice on their 
own campaigns. Based on the Johari Window framework, in which area would your “ability to create 
engaging social media content” primarily reside?
a. It would primarily reside in the Open Area, as both you and others are aware of this skill.
b. It would primarily reside in the Blind Area, as you are unaware of it, but others recognize it.
c. It would primarily reside in the Hidden Area, as you are aware of it, but you keep it private from 

others.
d. It would primarily reside in the Unknown Area, as neither you nor others are aware of this 

potential.
e. It would primarily reside in the Secret Area, as it is a personal strength you choose not to reveal.
ANS: A DIF: Moderate REF: Section 1.5

82. You are attending a virtual workshop on advanced data analytics. The instructor uses a combination 
of clear verbal explanations, visual diagrams, and interactive Q&A sessions. You find that you grasp 
the complex concepts much more effectively when the instructor pauses for questions and provides 
real-world examples in response to participant queries. Which of the following best illustrates how 
this communication approach influences your learning?
a. The instructor’s communication style is irrelevant, as your learning primarily depends on your 

individual study habits outside the workshop.
b. The visual diagrams are the sole factor in your learning, making the verbal explanations and 

Q&A sessions unnecessary for your understanding.
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c. The interactive and varied communication methods employed by the instructor directly enhance 
your comprehension and retention of the complex analytical concepts.

d. Your learning is hindered because the pauses for questions disrupt the flow of the instructor’s 
lecture, making it difficult to follow.

e. The instructor's communication primarily serves to entertain, with minimal impact on your actual 
acquisition of new data analytics skills.

ANS: C DIF: Moderate REF: Section 1.6

83. You are a customer service representative for a well-known electronics company. A customer calls, 
frustrated about a faulty product, and uses aggressive language. You calmly listen to their concerns, 
apologize for the inconvenience, and professionally explain the steps for a product replacement, 
ensuring you maintain a respectful tone throughout the interaction. Which of the following best 
demonstrates how your communication in this scenario represents both you and your employer?
a. Your professional and empathetic communication reflects positively on your personal customer 

service skills and upholds your employer’s reputation for excellent support.
b. Your calm demeanor indicates a lack of concern for the customer’s issue, potentially damaging 

the company’s image.
c. Your focus on the replacement process shows that you are merely following company policy 

without genuine care for the customer.
d. Your professional tone suggests that you are prioritizing your own image over the immediate 

needs and frustrations of the customer.
e. Your communication is solely about resolving the technical issue, with no broader implications 

for your personal or the company’s standing.
ANS: A DIF: Moderate REF: Section 1.6

84. You are a recent college graduate applying for an entry-level position at a technology firm. During 
your interview, the hiring manager emphasizes the importance of being able to explain complex 
technical concepts to non-technical clients, collaborate effectively in cross-functional teams, and 
write clear, concise project reports. Which of the following best explains why the hiring manager is 
prioritizing these specific communication abilities?
a. The firm is primarily interested in your ability to follow instructions, as communication skills are 

secondary to technical expertise in the technology sector.
b. The firm recognizes that strong communication skills are essential for successful client relations, 

internal collaboration, and efficient documentation within the business and industry.
c. The hiring manager is testing your ability to adapt to unexpected questions, as these skills are 

rarely used in day-to-day operations.
d. The firm values employees who can perform all tasks independently, making collaboration and 

client communication less critical for this role.
e. The emphasis on communication is a formality, as most business success is driven by individual 

innovation rather than team interaction.
ANS: B DIF: Moderate REF: Section 1.6

85. You are reviewing an email from a key client regarding a project delay. The email states, “The 
delivery will be slightly delayed,” but you also notice the tone is unusually formal and the sentences 
are very short, which is uncharacteristic for this client. Instead of just noting the delay, you 
immediately call the client to understand the underlying reasons and potential impact. Which of the 
following best demonstrates your application of active listening and reading in this scenario?
a. You paid attention to both the explicit words about the delay and the subtle clues in the client’s 

writing style and tone, prompting you to seek further clarification.
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b. You focused solely on the “slightly delayed” message, assuming there were no other important 
details to consider or investigate.

c. You recognized the formal tone but decided it was irrelevant to the core message of the project 
delay, so you took no further action.

d. You prioritized responding quickly to the email with a standard acknowledgment, without 
considering any deeper implications of the message.

e. You interpreted the short sentences as a sign of efficiency, believing the client preferred brief 
communications and did not want a follow-up call.

ANS: A DIF: Moderate REF: Section 1.7

86. You are in a one-on-one meeting with a direct report who is discussing a recent project. They state, 
“The project is on schedule,” but you observe their shoulders are slightly hunched, they avoid direct 
eye contact, and there’s a noticeable pause before they confirm the project status. Which of the 
following best demonstrates your effective application of attention to words, expressions, and silence 
to become a better communicator in this situation?
a. You solely concentrate on the spoken words, concluding that the project is indeed on schedule 

without further inquiry or observation.
b. You mentally prepare to critique their speaking pace, believing that a faster delivery would 

improve the clarity of their message.
c. You decide to offer unsolicited advice on professional demeanor, focusing on their posture rather 

than the content of their update.
d. You interpret their nonverbal behavior as a sign of general nervousness, dismissing it as 

irrelevant to the actual project status being reported.
e. You actively observe their hesitant expressions and long pauses, prompting you to inquire about 

any unstated difficulties or concerns they might be facing.
ANS: E DIF: Moderate REF: Section 1.7

87. You are a team lead who needs to discuss a sensitive performance issue with an employee. To ensure 
the conversation is productive and respectful, you schedule a private meeting in a quiet conference 
room, inform the employee of the topic in advance, and ensure no interruptions will occur during 
your discussion. Which of the following best describes why your approach aligns with effective 
business communication practices for difficult conversations?
a. You prioritized efficiency by scheduling a quick meeting, allowing you to address the issue 

without significant time commitment.
b. You created a private and uninterrupted environment, demonstrating respect for the employee and 

facilitating a focused and productive dialogue.
c. You focused solely on delivering the feedback, assuming the setting would not impact the 

employee’s reception of the message.
d. You ensured the conversation was brief, which is the most important factor when discussing 

sensitive performance issues with employees.
e. You relied on the employee to initiate the conversation, placing the responsibility for the 

discussion entirely on their shoulders.
ANS: B DIF: Moderate REF: Section 1.7

88. You are a team leader mediating a conflict between two team members who are highly frustrated with 
each other over a shared project task. You carefully listen to both sides, acknowledge their intense 
emotions without taking sides, and then guide them towards finding a mutually agreeable solution by 
focusing on shared goals. Which of the following best demonstrates your application of emotional 
intelligence (EI) in this scenario?
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a. You are using your awareness to control and express your own emotions while judiciously and 
empathetically assessing and managing the interpersonal relationship between the team members.

b. You are primarily demonstrating your intellectual ability to understand the technical aspects of 
the project, which is the core of effective conflict resolution.

c. You are showcasing your assertiveness by taking control of the conversation, ensuring that your 
own viewpoint is clearly understood by both parties.

d. You are relying on your past experiences with similar conflicts to dictate the solution, without 
considering the unique emotional dynamics of the current situation.

e. You are simply following a standard conflict resolution protocol, which negates the need for 
personal emotional involvement or understanding.

ANS: A DIF: Easy REF: Section 1.8

89. The action that best demonstrates a high Adaptability Quotient (AQ) in a business communication 
setting is
a. refusing to change your communication approach, even when the situation changes.
b. complaining about last-minute changes and avoiding collaboration with others.
c. delegating all responsibilities when faced with unexpected challenges.
d. ignoring team input to maintain control during a high-pressure situation.
e. adjusting your communication style during a sudden shift in project goals while staying calm and 

collaborating effectively with your team.
ANS: E DIF: Moderate REF: Section 1.8

90. A marketing team leader receives an email from a client expressing significant dissatisfaction with a 
recent campaign. The team leader initially feels frustrated but takes a moment to compose 
themselves. They then draft a response that acknowledges the client's feelings, apologizes for the 
oversight, and proposes a clear plan for rectifying the issues. Which of the following components of 
emotional intelligence is the marketing team leader primarily demonstrating by acknowledging the 
client’s feelings, apologizing, and proposing a clear rectification plan after initially feeling frustrated?
a. Self-Awareness, as they are recognizing their initial feeling of frustration before drafting their 

response.
b. Social Management, as they are strategically regulating their interaction with the client to repair 

the relationship and resolve the issue.
c. Social Awareness, as they are understanding the client’s perspective and the impact of the 

campaign’s shortcomings on their business.
d. Self-Management, as they are controlling their immediate emotional reaction and preventing it 

from negatively influencing their communication.
e. Technical Competence, as they are formulating a detailed plan to fix the campaign’s specific 

technical or strategic problems.
ANS: B DIF: Moderate REF: Section 1.8

91. A product development team is brainstorming ideas for a new feature. One team member, Sarah, has 
a strong reservation about a proposed design due to potential technical limitations, but after hearing 
several senior colleagues express enthusiastic support for it, she decides to remain silent and simply 
agree with the group’s consensus, even though her concerns persist. The team proceeds with the 
design, which later leads to significant development delays. Which of the following best explains why 
the team’s effectiveness was compromised in this scenario?
a. The team lacked a clear leader, which resulted in an unstructured brainstorming session where no 

definitive decision could be made effectively.
b. The team’s reliance on technical expertise was insufficient, as they needed to incorporate more 

creative input from diverse departments.
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c. The team failed to adequately document their brainstorming process, making it difficult to trace 
the origin of the technical limitations later on.

d. The team experienced groupthink, where Sarah’s individual concerns were suppressed due to 
pressure to conform to the majority’s opinion, leading to a flawed decision.

e. The team’s focus on speed over thoroughness meant that individual contributions were not 
valued, leading to a general decline in morale.

ANS: D DIF: Moderate REF: Section 1.9

92. A marketing director is launching a new, complex campaign that requires close collaboration between 
the content creation, graphic design, and social media teams. The director holds an initial meeting to 
articulate the campaign’s overall vision, establishes key performance indicators (KPIs) for each 
phase, and then facilitates regular cross-team check-ins to ensure all specialized efforts are integrated 
seamlessly towards the common goal. Which of the following best describes the marketing director’s 
leadership role in this scenario?
a. The marketing director is acting as a leader-as-conductor, bringing together diverse teams, setting 

a vision, and integrating their specialized skills for a common campaign goal.
b. The marketing director is primarily serving as a leader-as-technician, providing specific technical 

solutions for each team’s individual challenges during the campaign.
c. The marketing director is demonstrating an appointed leader role, solely relying on their formal 

authority to dictate tasks without encouraging collaborative input from the teams.
d. The marketing director is exhibiting a submissive communication style, allowing the teams to 

completely self-direct the campaign without any guidance or benchmarks.
e. The marketing director is functioning as a just-in-time listener, only focusing on immediate 

problems that arise without considering the broader strategic integration of the campaign 
elements.

ANS: A DIF: Moderate REF: Section 1.9

93. _____ involves listening to both the literal and implied meanings within a message.
a. Sympathetic listening
b. Active listening
c. Empathetic listening 
d. Face-saving strategies
e. Supportive words
ANS: C DIF: Moderate REF: Section 1.10

94.  _____ is like carrying an imaginary bag into which we place unresolved conflicts or grievances over 
time.

a. Sympathetic listening
b. Active listening
c. Empathetic listening 
d. Face-saving strategy
e. Gunnysacking
ANS: E DIF: Moderate REF: Section 1.10

95. A product development team is experiencing significant delays because two key engineers are in a 
persistent disagreement about the best technical architecture for a new feature. This ongoing conflict 
is consuming valuable time and distracting other team members. Which of the following actions by 
the project manager best demonstrates an improved approach to handling this disagreement, as 
suggested by the principle that conflict can be managed effectively?
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a. The project manager publicly announces that the engineers must resolve their conflict by the end 
of the day, threatening disciplinary action if the disagreement continues to impede progress.

b. The project manager avoids intervening in the technical disagreement, believing that engineers 
should independently resolve their own conflicts without management interference.

c. The project manager schedules a private meeting with both engineers, actively listens to each of 
their technical arguments, and facilitates a discussion to identify common ground and a mutually 
agreeable solution.

d. The project manager unilaterally decides on one engineer’s proposed architecture, imposing it on 
the team without further discussion or consideration of the other's viewpoint.

e. The project manager reassigns both engineers to separate, less critical tasks, effectively removing 
them from the core project to eliminate the source of the conflict.

ANS: C DIF: Moderate REF: Section 1.10

96. A project team member, Alex, has consistently missed deadlines. When their manager, Chris, 
addresses the issue, Chris says, “Alex, your recent missed deadlines are impacting the team’s 
progress. Let's discuss what challenges you’re facing and how we can get back on track.” In response, 
Alex explains their recent difficulties and works with Chris to create a new plan. Which of the 
following best describes why Chris’s communication approach was effective in avoiding defensive 
communication and fostering a productive outcome?
a. Chris focused on the specific behavior and its impact, demonstrating supportive communication 

by inviting collaboration and avoiding personal judgment or blame.
b. Chris used direct language, which is inherently aggressive and forces the team member to 

immediately comply with the manager’s demands.
c. Chris’s statement was evaluative, which typically leads to defensive reactions and shuts down 

open dialogue with the team member.
d. Chris’s approach was too soft, as a more controlling tone would have been necessary to ensure 

the team member understood the severity of the issue.
e. Chris avoided discussing the problem directly, which is a common tactic to prevent conflict but 

does not lead to long-term solutions for the team.
ANS: A DIF: Moderate REF: Section 1.10

97. A software development team is facing a critical bug that has halted progress. The lead developer, 
instead of solely focusing on the code, gathers the team for a brainstorming session, actively listens to 
each member’s perspective on the problem, encourages unconventional solutions, and mediates a 
minor interpersonal disagreement that arises during the discussion, ultimately leading to a 
collaborative fix. Which of the following best illustrates the application of human-centered skills in 
this scenario?
a. The lead developer’s primary contribution is their deep technical knowledge of the software, 

which is the most crucial factor in resolving complex programming issues effectively.
b. The lead developer’s action of calling a meeting is a standard procedural step, indicating 

efficiency rather than a specific focus on human interaction or emotional aspects.
c. The lead developer is avoiding individual accountability by delegating the bug resolution to the 

entire team, which can slow down the overall problem-solving process.
d. The lead developer demonstrates human-centered skills by fostering collaboration, encouraging 

creative problem-solving, and applying emotional intelligence to navigate interpersonal 
dynamics.

e. The lead developer’s main objective is to assert authority by controlling the discussion, ensuring 
that only their preferred solutions are considered by the team.

ANS: D DIF: Moderate REF: Section 1.11
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98. The action that best shows an employee adapting to the growing presence of machine learning in the 
workplace is
a. learning how to work alongside AI tools to improve efficiency and make data-driven decisions.
b. ignoring AI developments and continuing to follow outdated manual processes.
c. avoiding machine learning tools out of fear they will replace human workers.
d. delegating all technology-related tasks to it without learning how they impact daily work.
e. complaining about new systems instead of exploring how to use them effectively.
ANS: A DIF: Easy REF: Section 1.11

ESSAY

99. Other than written and oral, what are the other facets of communication?

ANS: You communicate your self-concept through various other means—your clothing, jewelry, 
automobiles, tattoos, music, gadgets, etc. Communication also helps you understand others by 
improving your listening skills. Active reading also helps us understand things better. Communication 
also helps us learn through improved conversation skills.
DIF: Moderate
REF: Section 1.5

100. Other than expressing yourself, how does communication help?

ANS: Communication skills help you to understand others—not just their words, but also their tone 
of voice and their nonverbal gestures, while the format of their written documents provide you with 
clues about who they are and what their values and priorities may be. Active listening and reading are 
also part of being a successful communicator.
DIF: Moderate
REF: Section 1.7

101. Define communication. What is the focus of the study of communication?

ANS: Communication is defined as the process of understanding and sharing meaning. The 
relationship that involves interaction between participants is the focus of the study of communication.
DIF: Easy
REF: Section 1.2

102. Describe understanding, sharing, and meaning.

ANS: To understand is to perceive, to interpret, and to relate our perception and interpretation to what 
we already know. Sharing means doing something together with one or more other people. Meaning 
is what we share through communication.
DIF: Moderate
REF: Section 1.2

103. What are the components of the communication process?

ANS: The communication process consists of source, message, channel, receiver, feedback, 
environment, context, and interference.
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DIF: Moderate
REF: Section 1.2

104. What is the significance of feedback?

ANS: Feedback is composed of messages the receiver sends back to the source. Verbal or nonverbal 
signals allow the source to see how well the message was received. Feedback also provides an 
opportunity for the receiver or audience to ask for clarification, to agree or disagree, or to indicate 
that the source could make the message more interesting. As the amount of feedback increases, the 
accuracy of communication also increases.
DIF: Hard
REF: Section 1.2

105. What is the difference between environment and context?

ANS: The environment is the atmosphere, physical and psychological, where you send and receive 
messages. The environment can include the tables, chairs, lighting, and sound equipment that are in 
the room. The context of the communication interaction involves the setting, scene, and expectations 
of the individuals involved. Context is all about what people expect from each other, and we often 
create those expectations out of environmental cues.
DIF: Hard
REF: Section 1.2

106. Differentiate between interference and psychological noise.

ANS: Interference is anything that blocks or changes the source’s intended meaning of the message. 
Psychological noise is what happens when your own thoughts occupy your attention while you are 
hearing, or reading, a message.
DIF: Moderate
REF: Section 1.2

107. How does the transactional model view the communication process?
ANS: Rather than looking at the source sending a message and someone receiving it as two distinct 
acts, researchers often view communication as a transactional process with actions often happening at 
the same time. The distinction between source and receiver is blurred in conversational turn-taking.
DIF: Moderate
REF: Section 1.2

108. What is the role of the negotiated meaning?

ANS: According to the constructivist model, the focus is on the negotiated meaning, or common 
ground, when trying to describe communication. This is so as even if the two parties understand the 
language used, they might interpret it differently. Thus, negotiation is required to arrive at a common 
ground.
DIF: Hard
REF: Section 1.2

109. What does preparation signify?

20
© 2026 FlatWorld

https://testbanks.ac/prodcut/9798887944029-test-bank

https://testbanks.ac/prodcut/9798887944029-test-bank


McLean’s Effective Business Communication v4.0

ANS: Being prepared means that you have selected a topic appropriate to your audience, gathered 
enough information to cover the topic well, put your information into a logical sequence, and 
considered how best to present it.
DIF: Moderate
REF: Section 1.3

110. What are the key responsibilities to be organized in communication?

ANS: On any given topic there is a wealth of information. To organize the communication, your job 
is to narrow that content down to a manageable level, serving the role of gatekeeper by selecting 
some information and “de-selecting,” or choosing to not include other points or ideas.
DIF: Moderate
REF: Section 1.3

111. What role does technology have in clarity of communication?

ANS: Technology plays a part in clarity; if you are using a microphone or conducting a 
teleconference, clarity will depend on this equipment functioning properly. In this case, in addition to 
preparing your speech, you need to prepare by testing the equipment ahead of time.
DIF: Moderate
REF: Section 1.3

112. What are the risks of not being concise?

ANS: By incorporating additional information into your document or speech, you run the risk of 
boring, confusing, or overloading your audience. Talking in circles or indulging in tangents, where 
you get off topic or go too deep, can hinder an audience’s ability to grasp your message.
DIF: Moderate
REF: Section 1.3

113. Why is it important to be punctual in order to be concise?

ANS: To be concise, one has to prepare to be punctual. If you are asked to give a five-minute 
presentation at a meeting, your coworkers will not appreciate your taking 15 minutes, any more than 
your supervisor would appreciate your submitting a 15-page report when you were asked to write five 
pages. For oral presentations, time yourself when you rehearse and make sure you can deliver your 
message within the allotted number of minutes.
DIF: Moderate
REF: Section 1.3

114. Is being concise universally applicable?

ANS: Many non-Western cultures prefer a less direct approach, where business communication often 
begins with social or general comments that an American audience might consider unnecessary. 
Some cultures also have a less strict interpretation of time schedules and punctuality. While it is 
important to recognize that different cultures have different expectations, the general rule holds true 
that good business communication does not waste words or time.
DIF: Moderate
REF: Section 1.3
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115. What does it mean to be egalitarian?

ANS: To be egalitarian is to believe in basic equality: that all people should share equally in the 
benefits and burdens of a society. It means that everyone is entitled to the same respect, expectations, 
access to information, and rewards of participation in a group.
DIF: Easy
REF: Section 1.3

116. What must one do in order to communicate in an egalitarian manner?

ANS: To communicate in an egalitarian manner, speak and write in a way that is comprehensible and 
relevant to all of your listeners or readers, not just those who are “like you” in terms of age, gender, 
race or ethnicity, or other characteristics. An egalitarian communicator seeks to unify the audience by 
using ideas and language that are appropriate for all the message’s readers or listeners.
DIF: Moderate
REF: Section 1.3

117. What is the role of passion and enthusiasm in business communication?

ANS: Passion and enthusiasm are very important in business communication. If your topic is worth 
writing or speaking about, make an effort to show your audience why it is worthwhile by speaking 
enthusiastically or using a dynamic writing style. However, the ethical communicator will be 
passionate and enthusiastic without being disrespectful.
DIF: Moderate
REF: Section 1.3

118. Why is it important to build trust?

ANS: Your goal as a communicator is to build a healthy relationship with your audience, and to do 
that you must show them why they can trust you and why the information you are about to give them 
is believable. Your audience will expect that what you say is the truth as you understand it. This 
means that you have not intentionally omitted, deleted, or taken information out of context simply to 
prove your points.
DIF: Moderate
REF: Section 1.3

119. What is the “golden rule” in communication? What is its significance?

ANS: In communication, the “golden rule,” is to treat others the way you would like to be treated. 
Always remember how you would feel if you were on the receiving end of your communication, and 
act accordingly. In all its many forms, the golden rule incorporates human kindness, cooperation, and 
reciprocity across cultures, languages, backgrounds, and interests.
DIF: Moderate
REF: Section 1.3

120. What should you do to fully share and understand meaning when communicating?

ANS:  Communication  involves  the  sharing  and  understanding  of  meaning.  To  fully  share  and 
understand, practice active listening and reading so that you are fully attentive, fully present in the  
moment of interaction. Pay attention to both the actual words and for other clues to meaning, such as 
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tone of voice or writing style. Look for opportunities for clarification and feedback when the time 
comes for you to respond, not before.
DIF: Moderate
REF: Section 1.7

121. Imagine you are a project manager preparing to present an important update on a new product 
launch. You will be giving this update in two very different settings:

 Scenario A: A formal meeting with the company’s executive board in the main boardroom, 
where they expect a concise, data-driven overview of progress, risks, and next steps.

 Scenario B: A casual, weekly team huddle with your direct team members in a relaxed 
meeting space, where they need quick updates, opportunities to ask questions, and a sense of 
team morale.

Explain how the “context of the communication interaction,” which involves the setting, scene, and 
expectations of the individuals involved, would influence your communication choices for each 
scenario. Provide specific examples of how your message, delivery style, visual aids, and overall 
approach would differ between Scenario A and Scenario B to ensure effective communication in each 
distinct context.

ANS: 
Sample Essay: Effective communication adapts to its context. For a project manager updating on a 
new product launch, the setting, scene, and expectations for an executive board meeting (Scenario A) 
versus a team huddle (Scenario B) dictate distinct communication strategies.
In Scenario A, the formal boardroom and executive expectations demand a precise, data-driven 
message. The manager would use formal language, focusing on strategic progress and key metrics. 
Delivery would be confident and authoritative. Polished slides with charts would serve as visual aids. 
The overall approach would demonstrate control and foresight, prepared for high-level inquiries.
Scenario B’s casual team huddle encourages informality. The message would focus on immediate 
tasks and team morale, using conversational language. Delivery would be relaxed and engaging, 
inviting questions. Simple visual aids, like a whiteboard, would support quick updates and 
collaboration. The overall approach would foster teamwork and ensure team members feel heard.
By tailoring message, delivery, visuals, and approach to each unique context, the project manager 
ensures effective communication for both audiences.
DIF: Moderate
REF: Section 1.2

122. Explain what it means to be an egalitarian ethical communicator in a business setting. Describe a 
situation where applying egalitarian communication principles improved the interaction and outcome.

ANS: 
Sample Essay: Being an egalitarian ethical communicator means treating everyone involved in a 
business conversation with equal respect and valuing their perspectives, regardless of their rank, 
background, or role. It requires listening actively, avoiding bias, and promoting fairness in how 
messages are shared and received.
For example, during a team meeting, the manager encouraged input from all members, including 
junior staff who typically remained silent. By fostering an environment where everyone’s opinion 
was welcomed and respected, the team identified creative solutions that might have been missed 
otherwise. This approach not only made employees feel valued but also increased trust and 
collaboration.
Applying egalitarian communication helped prevent misunderstandings and power imbalances, 
leading to more honest and open dialogue. In business, such ethical communication builds stronger 
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relationships and supports better decision making by ensuring all voices contribute equally to the 
conversation.
DIF: Moderate
REF: Section 1.3

123. Imagine you are a team leader tasked with mediating a conflict between two valuable team 
members, Alex and Ben, who have very different working styles. Alex prefers detailed, written 
instructions, while Ben thrives on verbal, collaborative discussions. Their conflict stems from a 
misunderstanding about project responsibilities. 

 Explain how your “awareness”—your ability to be conscious of events and stimuli—would 
guide your communication approach to effectively resolve this conflict. 

 Provide specific examples of how your awareness of their individual communication 
preferences and the overall situation would influence what you pay attention to, how you 
carry out your intentions, and what you remember from the interaction to ensure a positive 
resolution.

ANS: 
Sample Essay: Effective conflict resolution demands keen awareness. As a team leader mediating 
between Alex (prefers written) and Ben (prefers verbal), my awareness would be crucial.
First, my awareness of their differing communication styles would shape what I pay attention to. I’d 
observe not just their words but also their nonverbal cues—Alex’s frustration with ambiguity, Ben's 
need for direct dialogue. This awareness would highlight the root cause: a clash in how they process 
information.
Second, awareness would guide my intentions. Knowing Alex needs clarity, I’d ensure any 
agreements are documented. Recognizing Ben’s collaborative nature, I’d facilitate a verbal discussion 
where both can express concerns. I would carry out my intention to bridge their styles by, for 
example, starting with a verbal discussion to allow Ben to express himself, then summarizing key 
points in writing for Alex.
Finally, my awareness would influence what I remember. I’d recall specific phrases that triggered 
misunderstanding or moments of agreement, using these insights for future team assignments. This 
conscious attention to their interaction, driven by awareness, ensures a tailored and effective 
resolution.
DIF: Moderate
REF: Section 1.4

124. Explain how Charles Cooley’s concept of the looking-glass self influences communication in a 
business setting. Provide an example of how the perceptions of supervisors or others in authority 
affect an employee’s communication behavior.

ANS: 
Sample Essay: Charles Cooley’s concept of the looking-glass self suggests that we form our self-
identity based on how we believe others perceive and respond to us. In a business setting, this means 
employees often shape their communication based on how they think supervisors or authority figures 
view them. Because these individuals hold power or influence, their opinions carry extra weight in 
shaping behavior.
For example, an employee who perceives that their manager values clear, concise reports may work 
harder to improve the quality and clarity of their communication. They might also be more cautious 
in meetings, choosing their words carefully to maintain a positive image. On the other hand, if an 
employee senses that a supervisor is critical or dismissive, they might hesitate to share ideas openly 
or may avoid asking questions, limiting effective communication.
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This dynamic shows how the looking-glass self affects not only personal identity but also the way 
people interact in the workplace. Being aware of this concept helps managers create a supportive 
environment that encourages open and confident communication, ultimately improving team 
performance and morale.
DIF: Moderate
REF: Section 1.4

125. Explain how Leon Festinger’s theory of social comparison applies to business communication, 
particularly in the age of social media. Provide an example of how social comparison can influence 
workplace behavior or communication style.

ANS: 
Sample Essay: Leon Festinger’s theory of social comparison suggests that people evaluate themselves 
by comparing to others with similar roles or traits. In business communication, this can influence how 
professionals present themselves, especially in digital spaces like LinkedIn or company platforms. 
Social media often showcases curated, idealized versions of success—such as awards, promotions, or 
perfectly crafted presentations—which may pressure others to adjust their own communication to 
match these perceived norms.
For example, a marketing associate might feel insecure after seeing a peer post a polished client pitch 
video online. In response, they may change their own presentation style to seem more confident or 
creative, even if it feels unnatural. This reaction reflects social comparison in action.
While comparison can motivate growth, it can also create unrealistic expectations or stress. 
Understanding this helps individuals communicate more authentically and focus on real development 
rather than superficial impressions. Being aware of this dynamic enables better self-regulation and 
more meaningful communication in both in-person and online professional settings.
DIF: Moderate
REF: Section 1.5

126. Imagine you are part of a team tasked with developing a new product, and a disagreement arises 
regarding a key design feature. Describe how an individual exhibiting each of the following 
communication styles—Assertive, Aggressive, Submissive, and Manipulative—might approach this 
conflict. Then, explain why the assertive communication style is generally considered the most 
effective for resolving such a disagreement while maintaining positive team dynamics.

ANS: 
Sample Essay: In a team disagreement over a new product’s design feature, different communication 
styles would manifest distinctly. An aggressive communicator might loudly dismiss others’ ideas, 
insisting their own solution is superior without listening to feedback. A submissive team member 
might agree with the dominant voice, even if they have reservations, to avoid conflict. A manipulative 
individual might secretly lobby others to support their view, creating division rather than direct 
discussion.
In contrast, an assertive communicator would confidently present their design rationale, clearly 
stating their viewpoint and supporting evidence. This individual would also actively listen to others’ 
concerns and ideas, asking clarifying questions and acknowledging valid points. The assertive 
approach fosters a balanced discussion where all voices are respected, leading to a more collaborative 
problem-solving process. This style is healthy because it prioritizes mutual respect and open dialogue, 
allowing the team to find the best solution while strengthening working relationships, rather than 
damaging them through dominance, avoidance, or covert tactics.
DIF: Moderate
REF: Section 1.6
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127. Explain how paying attention to words, facial expressions, and silence can improve your 
effectiveness as a communicator in a business environment. Provide an example of a situation where 
noticing these elements enhanced communication.

ANS: Sample Essay:
Effective communication goes beyond just the words spoken. People express themselves through 
facial expressions, body language, and even silence, all of which provide valuable information. 
Paying close attention to these nonverbal cues helps a communicator better understand the full 
message and respond appropriately.
For instance, during a team meeting, a colleague remained silent when a new project plan was 
introduced. While they didn’t voice any objections, their hesitant facial expression suggested 
uncertainty. By noticing this, the team leader paused to invite the colleague to share their thoughts. 
This opened a space for valuable feedback that improved the plan and prevented potential issues later.
Silence can also be a powerful form of communication. Sometimes it indicates thoughtfulness, 
disagreement, or discomfort. Recognizing when silence is meaningful allows communicators to probe 
gently rather than assuming agreement.
By tuning into words, expressions, and silence, business communicators can foster clearer 
understanding, build trust, and resolve conflicts more effectively. This holistic attention leads to 
stronger professional relationships and better outcomes.
DIF: Moderate

      REF: Section 1.7

128.  Explain how the four key components—self-awareness, self-management, social awareness, and 
social management—work together to improve communication in a business setting. Provide an 
example of how understanding these components can help a professional handle a challenging 
interaction.

ANS: 
Sample Essay: The four key components of emotional intelligence—self-awareness, self-
management, social awareness, and social management—are essential for effective business 
communication. Self-awareness and self-management help answer the question, “Who am I?” by 
recognizing one’s emotions and controlling reactions. Social awareness and social management 
address “What do I do?” by understanding others’ feelings and managing interactions constructively.
For example, imagine a manager receiving critical feedback from a team member. By practicing self-
awareness, the manager recognizes feelings of defensiveness. Using self-management, they control 
the impulse to react negatively. Through social awareness, the manager senses the team member’s 
concern and motivation behind the feedback. Finally, social management allows the manager to 
respond calmly, acknowledge the feedback, and work collaboratively on solutions.
Understanding and applying these components enables professionals to navigate difficult 
conversations, build trust, and foster a positive work environment. This holistic emotional 
intelligence approach improves both individual and team communication outcomes.
DIF: Moderate
REF: Section 1.8

129. List the five key principles about emotions that highlight the role they play in communication.

ANS: The five key principles about emotions are as follows:
 Emotions are universal.
 Emotional feelings and emotional expression are not the same.
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 Emotions are communicated verbally and nonverbally.
 Emotional expression can be good and bad.
 Emotions are often contagious.

DIF: Easy
       REF: Section 1.8

130. Explain how groupthink and pressure to conform can negatively impact business communication 
and team performance. Provide an example of how a team member can apply communication 
strategies to help prevent groupthink and encourage open dialogue.

ANS: 
Sample Essay: Groupthink occurs when team members suppress their own opinions to maintain 
harmony or avoid conflict. While this may seem efficient, it often leads to poor decisions and reduced 
creativity. When individuals are pressured to agree with a plan they did not help create, they may feel 
disengaged or resentful, which can compromise both the work and the team’s communication.
For example, during a product development meeting, most team members supported a risky feature 
addition. One member had concerns but stayed silent to avoid appearing negative. Later, the feature 
failed in testing, costing the company time and money.
To prevent this, that team member could have used assertive communication to respectfully express 
their concerns, saying something like, “I see the potential, but I’d like to raise a few risks we might 
want to consider.” Encouraging a culture where questions and dissenting opinions are welcomed can 
help avoid groupthink. Strong business communication requires not just speaking up, but also 
creating space for others to do the same.
DIF: Moderate
REF: Section 1.9

131. In terms of conflict management strategies, discuss one benefit of avoidance.

ANS: Avoidance allows for more time to resolve the problem, but it can also increase costs 
associated with the problem in the first place. Your organization or business will have policies and 
protocols to follow regarding conflict and redress, but it is always wise to consider the position of 
your conversational partner or opponent and to give them, as well as yourself, time to explore 
alternatives.
DIF: Easy
REF: Section 1.10

132. In terms of conflict management strategies, discuss defensiveness versus supportiveness.

ANS: Defensive communication is characterized by control, evaluation, and judgments, while 
supportive communication focuses on the points and not personalities. When we feel judged or 
criticized, our ability to listen can be diminished, and we may only hear the negative message. By 
choosing to focus on the message instead of the messenger, however, we keep the discussion 
supportive and professional.
DIF: Easy
REF: Section 1.10

133. What’s the difference between face-saving and face-detracting strategies? Please provide an 
example of each.

27
© 2026 FlatWorld

https://testbanks.ac/prodcut/9798887944029-test-bank

https://testbanks.ac/prodcut/9798887944029-test-bank


McLean’s Effective Business Communication v4.0

ANS: Face-detracting strategies involve messages or statements that take away from the respect, 
integrity, or credibility of a person. Face-saving strategies are actions that protect credibility and 
separate message from messenger. For example, you might say that “sales were down this quarter,” 
without specifically noting who was responsible. Sales were simply down. If, however, you ask, 
“How does the sales manager explain the decline in sales?” you have specifically connected an 
individual with the negative news. While we may want to specifically connect tasks and job 
responsibilities to individuals and departments, in terms of language, each strategy has distinct 
results.
DIF: Easy
REF: Section 1.10

134. Discuss empathetic listening and provide an example.

ANS: Empathetic listening involves listening to both the literal and implied meanings within a 
message. For example, the implied meaning might involve understanding what has led this person to 
feel this way.
DIF: Easy
REF: Section 1.10

135. Discuss gunnysacking and provide an example.

ANS: George Bach and Peter Wyden discuss gunnysacking (or backpacking) as like carrying an 
imaginary bag into which we place unresolved conflicts or grievances over time. If your organization 
has gone through a merger and your business has transformed, there may have been conflicts that 
occurred during the transition. Holding onto the way things used to be can be like a stone in your 
gunnysack, influencing how you interpret your current context.
DIF: Easy
REF: Section 1.10

136. Explain how improving communication skills can help manage conflict more effectively in the 
workplace. Provide a specific example of how applying good communication strategies helped 
resolve a disagreement or misunderstanding.

ANS: 
Sample Essay: Conflict is a natural part of workplace communication, but if handled poorly, it can 
drain time, damage relationships, and reduce productivity. By improving communication skills such 
as active listening, empathy, and clarity, professionals can manage disagreements more 
constructively.
For example, in a team project, two colleagues disagreed about how to divide responsibilities. 
Tension was rising, and productivity slowed. A third team member stepped in and used active 
listening to hear both perspectives without judgment. By summarizing each person’s concerns and 
focusing on shared goals, the team was able to find a compromise. Each member agreed to take on 
tasks that matched their strengths, and the project moved forward smoothly.
This situation shows that when communication is used to clarify misunderstandings and validate 
differing viewpoints, it becomes a powerful tool for resolving conflict. Developing these 
communication strategies can reduce stress, strengthen relationships, and support better decision 
making in any workplace setting.
DIF: Moderate

      REF: Section 1.10
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137. Explain how soft skills meet the criteria of adaptability and transferability in a business 
communication context. Provide a real or hypothetical example of a soft skill you’ve used or 
observed that adapted to the situation and transferred to a different professional role or task.

ANS: 
Sample Essay: Soft skills are essential for effective communication in the workplace, and their value 
lies in their adaptability and transferability. Adaptability means the skill must be adjusted to fit the 
situation. For example, the way you resolve a conflict with a coworker may differ from how you 
resolve one with a customer, even though both require conflict resolution skills. Transferability 
means that soft skills can be used across various jobs and roles, not just one specific position.
In a previous role as a retail associate, I developed strong active listening and customer service skills 
by responding to customer needs with empathy and clarity. Later, when I transitioned into an 
administrative assistant position, I used those same listening skills to support colleagues and handle 
client calls effectively. Even though the roles were different, the ability to listen, respond 
thoughtfully, and remain professional under pressure transferred seamlessly.
This experience shows how soft skills evolve with context (adaptability) and remain useful across 
roles (transferability), making them vital tools for long-term career success.
DIF: Moderate
REF: Section 1.11

COMPLETION

138. _____ can be defined as the process of understanding and sharing meaning.
ANS: Communication DIF: Easy REF: Section 1.2

139. In communication, _____ occurs when you convey thoughts, feelings, ideas, or insights to others.
ANS: sharing DIF: Easy REF: Section 1.2

140. The _____ is the stimulus or meaning produced by the source for the receiver or audience.
ANS: message DIF: Easy REF: Section 1.2

141. The _____ is the way in which a message or messages travel between source and receiver.
ANS: channel DIF: Easy REF: Section 1.2

142. When you respond to the source, intentionally or unintentionally, you are giving _____.
ANS: feedback DIF: Easy REF: Section 1.2

143. _____ is all about what people expect from each other, and we often create those expectations out 
of environmental cues.

ANS: Context DIF: Easy REF: Section 1.2

144. _____ interferes with normal encoding and decoding of the message carried by the channel 
between source and receiver.

ANS: Noise DIF: Easy REF: Section 1.2

145. _____ is anything that blocks or distorts the communication process.
ANS: Interference DIF: Easy REF: Section 1.2
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146. When communication is viewed as a _____ process, the distinction between source and receiver 
is blurred in conversational turn-taking.
ANS: transactional DIF: Hard REF: Section 1.2

147. In the _____ model, the focus is on the negotiated meaning, or common ground, when trying to 
describe communication.
ANS: constructivist DIF: Hard REF: Section 1.2

148. In your responsibility as a communicator in an organizational context, the specific expectations 
may change given the context or environment, but two central ideas will remain: _____ and _____.

ANS: be prepared; be ethical DIF: Easy REF: Section 1.3

149. Communicating _____ involves being egalitarian, respectful, and trustworthy.
ANS: ethically DIF: Moderate REF: Section 1.3

150. The word _____ comes from the root “equal.”
ANS: egalitarian DIF: Easy REF: Section 1.3

151. A(n) _____ communicator seeks to unify the audience by using ideas and language that are 
appropriate for all the message’s readers or listeners.
ANS: egalitarian DIF: Easy REF: Section 1.3

152. _____ listening refers to being fully attentive, fully present in the moment of interaction.
ANS: Active DIF: Easy REF: Section 1.7
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