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Which of the following is one of the major responsibilities of envircnmental law:

A, Land management C. Conservation
B. Historic praservation D. Production
if al of the individuals who own a business share unlimited liability for the business's iosses, thase
individuals are part of a(n)
A. private corporation, C. "S" corporation.
B general partnership. D. public corporation.
A barrier to effective listening is often the of the listener.
A, interest C. patience
B. concentration D. atlitude
. An example of a physical communicaticn barrier is

A, emotional perceptions. C. personal backgroung.
B. bias. D. noise.

Which of the following is a relevant question for a job applicant to ask during an employment interview:
A. What is your annual salary?
B. Are there any good restaurants nearby?
C. Why dign't the sales depariment meet its goals last month?
D. What type of training do you provide for this position?

. An effective technique for personalizing a telephone saies presentation is to

A. ask the customer questions. C. use a merchandise approach.
B. greetthe customer by name. D. call the prospect at home.

One characteristic of letters of inquiry that businesses write to request information from other businesses
is that they are

A, formal. C. social

B. compiex. D. short,

Ella developed a document that discusses the consequences of switching to a new payroll-processing
vendor, What type of analytical report has Elia prepared?

A. Troubleshaooting guide C. Marketing plan
B, Feasibility study D. Letter of intent
. The primary purpose of a research reportis to
A support business decigions. C. summarize gathered information.
B. organize a prablem. D. establish.objectives..

A request made by an employee to a supervisor is an example of what type of communication?

A, Upward C. Grapevine
8. Downward D Horizontal
When coworkers casually discuss work-related topics at lunch, itis called communication.
A, informal C. official
B. ceremonial : D. extermnal

When participating in a project-status meeting, it is important for a participant to
A. monopolize the conversation.
B. be prepared o provide an update.
C. orovide information about new company poiicies.
D. take notes for the group.

Copyright ® 2012 by MBA Research and Curriculum Center®, Columbus, Chio
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13. One way for employees to demonstrate a service orientation {o customers is to reinforce verba!
communication with
A. good training methods. C. positive body language.
B, vast personal knowiledge, D. effective pricing plans.

14 Employees can generally identify difficult customers
A, after asking personal gusstions, C. by listening to customer's accents.
B. by observing customers' dress. D, during their inttial contact.

15, Employeses whoe handie customer compiaints need to know how to
A. defend the company at ali costs, C. lghore customer complaints.
B. please the customer at any cost. D. listen with an open mind.

16. Desires for clothes, lawn care, and CDs would be classified as
A. nonsconomic wants. C. goods.

B. services. D. economic wanis,
17. What type of utility do malls and shopping centers provide?

A. Form C. Place

B. Time D. Possession

18, Which of the following represents a primary business activity:

A. BDesigning C. Marketing
B, Scheduling D. Supervising
19. Businesses operating in the gioba! environment must be sensitive {o diffsrent traditions, beliefs, and
efigustie, which are factors,
A, political C. economic
B. culturai 2. inteliectuai

20. Which of the fallowing- economic systems encourages competition in business:
A, Traditional C. Market

B. Socialist command D, Communist command

21, In business terms, income is the money

A, received. C. supplied.
B. oproduced. 0. spent
22. The use of robcts in assembly-line work is a form of specialization involving
A capital goods. - C. capitalism.
B. natural resources, D. human resources.

23 What ofien occurs when a nation's unemployment rate fallg?
A, The inflalion rate increases. C. Taritfs decrease.
B. The demarnd for money decreases. D. Stock trades stabilize.

24, Which of the foliowing North American attitudes do many foreign businesspeople consider rude and
arrogant behavior:
A. Dedication and adaptability C. Honesty and patience
B. Politeness and inflexibility D. Directness and impatience

25. When attending & business meeting in France, it is impentant for U.S. businesspeopie to

A, speak ioudiy. C. arrive unannounced.
B. dress conservatively. D. bring gifts.
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30.
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32,

33.

34.

Jack and Anna are U. . businesspeople who ars traveling to Brazil to meet with the president of a large
Brazilian coffee-baan producer. A coworker tells them that the hand symbel that means "okay" in the
United States is offensive to Brazilians. The coworker's comment suggests to Jack and Anna that they
need be sensitive of their .

A. table manners. C. gestures.

B. tone of voice. D. gender differences,

Because Chinese businesspeopie tend to take more time to make decisions, it is imporiant for foreign
businssspeople to be

A patient C. conceited.

B. aggrassive. D, intolerant.

Which of the following is an example of a Saudi Arabian custom that relates to gender:
A. ltisillegal to eat pork. C. The "thumbs up” symbol is offensive,
8. Friday is the day of rest. 0. Women are not permitted fo drive & car.

Whan reviewing your education and experience to heip assess strengths and weaknesses, ook for
A. mistakes, C. talents,

B. choices. D. patterns.

Jim was recently hired to manage sport events because his previous employer said that "Jim tried to
improve his performance with each new challenge and set the standard for his coworkers to achieve.”
Jim demonstrates the trait of _

A. competition. C. negotiation,

B. aggressive behavior. D, time management,

Which of the following is a personal benefit of being interested in and enthusiastic about your job:
A, It helps to motivate others. C. It helps you find new jobs.
B. It heips you enjoy your job. D. It helps in exploring other activitiss.

Tony likes to make his own decisions and act without influence or direction from anyone else. He can be
descrived as

A. dependent. C. insecurs,

B. independent. D. egotistical,

Tim is the technology manager for the MSJ Company. Tim is responsible for backing up the computer
system each evening to make sure that the company has a copy of each day's computer activities and
transactions. On Tuesday evening, Tim was running late for a meeting and decided not to conduct the
backup activities. Later that night, the computer system crashed and all of Tuesday's computer data was

“lost. By apologizing to his boss for making a poor decision and offering to work extra hours to help fix the

problem, Tim was
A. accepting the consequences for the decisions he made.
B. blaming others for the consequences of his actions,
C. promising not to make any mistakes in the future.
D. taking the time to make informed decisions.

Joe has a two-hour sales meeting with a new customer at 10 a.m. today. Early this morning, a vendor
telephoned Joe to schedule a cne-hour lunchean meeting to discuss a co-op advertising program. The
vendor would like to meet at @ restaurant that is 30 minutes from Joe's office at 1:0C p.m. today. Joe
must be back at his office by 2:00 p.m. for an important computer training session. Should Joe meet with
the vendor today”?

Yes. Joe cah meet with the vendor afier the vendor changes the lunch reservation to 12245 p.m.
No. It is rude for the vendor to assume that Joe has fime to meet today.

Yes. Joe can mest with the vendor after he reschedules his training session.

No. Joe would have only 30 minutes to meet with the vendor befere he needs to return to the
cffice. :

Oow»
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As Zack left work one evening, his supervisor made the foliowing comment: "Zack, | liked the way you
handled the upset customer situation. Keep up the good work!" The feedback Zack received was

A. negative, external, C. negative, internal,

B. positive, external. D positive, internal.
Most people are better abie {0 handle change if they it.

A, anticipate C. avoid

B. oppose D, resist

One way to show empathy toward ancther person is {o

A, keep your distance. C. share your own experiences.
B. be frank at all times. D. resist involvement,

What is usually the iast step in the persuasion procaess?
A. Motivating others to act C. Teliing the truth
B. Presenting your argument . Making good suggestions

Why do businesses often recognize and reward the accomplishments of work teams?
A. To provide feedback C. Tec motivate members
B. To obtain publicity . To recruit employees

What form of currency is issued by the federal government?
A, Paper money C. Corporate bonds
B. Brokerage bills D. Certified notes

Putting $100 in a savings account today and earning 4% interest over the next year illustrates the
concept of ’

A, infiationary impact. C. opperiunity cost.

B. principal modification, D. the time value of money.

When Jeremy devalops his personal budget, he should categorize the money that he spends on food,
clothing, and entertainment as

A, fixed costs. C. relational outflows.

B. variable expenses. D. pericdic investments.

As Tom uses his credit card to make purchases in a responsibie manner, he should remember that credit
is a{n

A, privilege. C. asset.

B. loan. D tax

Cne way to reduce the risk of identity theft is by
A. disabling computer virus software.

storing passwords on web browsers.
B. shredding old bank statements,

photocopying credit-card receipts.

0O

Cerificates of deposit and collectibles are types of

A. securities. C. investments.
B. accounts. D. earnings.

0y

Which of the following business functions monitors and controls the firm's revenue and debt:
A. Finance C. Licensing
B. Operations B, Payroii
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What is 2 benefit to 2 business of having written records of financial {ransactions?
Information is accurate, accessible, and meaningful.

Accounting is simplified and less detaiied.

Expenses are reduced, and income is increased.

investments are increased, and profit is reinvested.

cow>

Most businesses provide employee orientation as soon as new employees repon for work because

A. orientation focuses on specific job tasks.
B. thatis when employees are anxious to laarn.
C. employees can learn everything in the beginning.
0. employees can't work untit they have been oriented.
Information consists of facts and data for a specific situation or condition, and knowledge consists of
andg that accumulate over fime.
A. symbolism, transitions C. data, expertise
B. definitions, competence 0. fabrications, creativity

To have effective knowledge-management processes, businesses need their employees fo have a(n)

attitude.
A. curious C. argumentative
B. cautious D. transparent

While performing her job, Kendra figured out how to soive a problem that has been affecting her
department. Which of the foliowing is the most efficient way for Kendra to share this knowledge with her
coworkers:

A, E-mail C. Relaticnal database

B. Company web site . Telephone
A business can prevent its trade secrats from further disclosure to third parties by asking the couri fo
issue aln)

A. injunction. C. appeal

B, warrant. 5. contract.

Pricing is an important marketing function because the price of & good or service also affects its

A demand. C. source.
8. utility, D, trademark.
The most efficient way to verify a customer's shipping address is by
A. mailing a letter of inquiry. C. asking a coworker.
B. telephoning the customer, . 0. checking the Yellow Pages.

If & company is managing its information effectively, the data shouid be accurate and
A relevant, C. inconsistent.
B. skewed. D. positive.

Which of the following e-mail options provides a brief statement about the message’s content:
A Sublect C. To
8. Send . D. Reply

Which of the following is an example of a "stop” word that a search engine is most likely to ighore when
retrisving query results:

A Hat C. Sew

g Cop D. The

Which of the following is a characteristic common to all integrated software packages
A. Calculates breakeven points C. Reguires minimal training
8. Performs interrelated funciions D. includes forecasting tocis
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What is needed {o post 2 web page {o 2 web site?

A, Wireless router C. Web server
B. PODF reader 0. Affiliate partner
A benefit of using project-management software is that it
A. provides job training for team mambers. C. creates a variety of evaluative reports.
B. eliminates computer coding problems. D. reduces the need to monitor costs.

What type of business record can a gift shop review to determine how many customers purchased items
on Tuesday?

A. Quarterly credit statements C. Cash balances
B. Daily sales receipts D, inventory status records

Which of the following is a true statement about scheduling:
A Scheduling for business is the same thing as personal scheduiing.
8. Both manufacturers and service businesses rely on scheduling.
C. Many businesses dc not need to use scheduiing.
D. Scheduling consists of one main activity, sequencing.

Which of the following is a legal consideration for a business's operations-management function:
A. Determining how to invest company resources
B. Following local fire ordinances
C. Adhering to advertising laws
D, Pricing products fairly

Which of the following is an example of an unsafe condition:
Falliing asieep on the job

B. Hcrseplay

i [2rmlram hoamsrail an o= cbaimagmy

. WIS il Il Vi a CILCIIIVVG)'

D

Using machinery before reading instructions

>

The Anderson Convenience Store charged a cusiomer with trying to cash a bad check and with using an
expirec¢ credit card, The cusiomer was engaged in what type of fraud?

A. Shert-change C. Point-of-sale

B. Price-ticket switching D. internal theft

Randy has three tasks that he must complete in the next two days. One task that he must do is o
deveiop the production schedule for next week, which is due by 12:30 p.m. tomaorrow and will take him
approximately three hours to compiete. Randy must also finish a PowerPoint presentation for a meeting
at 4:00 today, which will take him approximately two hours to complete. And, he must prapare and piace
an order for parts by 1 p.m. today, so the order arrives by next Monday. it is currently 12:15 p.m. in what
order should Randy prioritize his work load?
A, Prepare and place the order; develop the production schedule; complete the PowerPoint
presentation .
RB. Develop the production schedule; prepare and place the order complete the PowerPoint
presentation
C. Complete the PowerPaoint presentation; prepare and place the order; develop the production
schedule
D

Prepare and place the order; complete the PowerPoint presentation; develop the production
schedule ‘

Tim and Lara are working on different types of project tasks at the same time. They are performing
activities.
A, reverse C. consecutive
B. chronological . concurrent
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Because projacts have a specific beginning date and a specific ending date, it is important to manage
wisely.
A. ideas C. money
B. time D. statistics

Which of the following is NOT a benefit of a post-implementation review?
A. ldentifying cost-savings opportunities for future projects
B. lcentifying cost-savings ocpportunities for the current project
C. Identifying ways to improve project planning
D, identifying ways o improve the company's processes

What should proiect managers do when an unexpected situation occurs during the execution of a
complex project?

A, Get support C. Reassign work

B. Work overtime D. Be flexible

Elaine, a buyer for a large retail chain, places a paper-goods order with Sheets Paper Company, one of

five paper suppliers she uses, because Sheets has the best prices and can ship the order tomorrow, This
is an example of a{n) order.

A. standing C. prepaid
B. bilanket D. open
Which of the following is an example of a raw material that a business might inventory for production use:
A, Toothpaste C. GStapier
B. Wood D. Chair

When negotiating terms with a vendar, a business states that it wants all orders shipped within 24 hours
of order placement. What negotiating tactic is the business using?

A. Bargaining C. Deadline driven

B. Limited authority D. Silence

Which of the following is a production activity:

A, Receiving C. Scheduling

B. Advertising D. Marketing
Daily customer traffic through a business makes it necessary to regularly

A. clean floors. C. remodei space.

B. move displays. . build exhibits.

When employees review and analyze financial reports.and income data from different time frames, .they
are

A influencing cthers' opinions. C. submitting evidence.

B. informing customars. D. comparing data.

Mel is about to decide which job to take—using only the facts. As she compares and contrasts
information about each job opportunity, Mei is showing that she is aware of which decision-making
influence:;

A Input . C. Logic

B. Framing D. Style

Since he likes to help others accomplish their personal goals, Gabe should consider a career that
involves working with

A, things, C. nature.

B. data. 0. people.
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Which of the foilowing is a technique for effectively beginning an employment interview:
A. Speak loudly C. Give name clearly
B. Tellajoke D Take the initiative

Peopie who have limited work experience often include what type of references on their résumés?
A, Family _ C. Social
B. Personal D. Private

Participating in ongoing fraining and education programs often helps workers to

A update their résumes. C. define short-term goals.
B. advance in their carsers. C. change their work sthics.
Professional organizations are apt to have entry requirements than trade associations.
A. less current C. stricter
B. shorter D, more lenient

It is important for employees to follow the rules of conduct established by management to
A. maintain a consistent and fair work environment,
B. ensure that everyone is compensated the same way.
C. prevent workplace conflict.
D. reduce the need for professional development.

Who is most likely to report directly to a corporation's chief exesutive officer (CEO)?
A. Vice president of finance C. Preduction coordinator
B. Regional marketing manager D. Board of Directors

Within the next three years, the PRM Company wants to set up an electronic data interchange with all of
its suppliers. What type of organizational goal is PRM establishing?

A, Technoiogy C. Contingency
B. Short-term D. Financial
An employee's role in helping a business meet its organizational goals is affected by the employee’s
A. benefits package. C. comiori with risk,
B. jobresponsibilities. . networking abilities.

What section of the statement of work {SOW) defines what the project will produce?
A. Project deliverables C. Benefits and risks
B. Purpose statement D. Schedule estimates

Why do project managers develop a-work breakdown structure (WBS)} for complex-projects?
A. To provide stakeholders with project objectives
B. To identify and beiter manage ali project activities
C. To provide team members with feedback for improvement
0. To communicate costs assaociated with the project

To understand how team members parform their project fasks, project managers shouid possess

skills.
A negotiation ' C. persuasive
B. interpersonal . D. technical

Before ciosing a project, the preject manager, team, and stakeholders must agree that the
project has stayed within budget.

resources have been used sfficiently.

ohiectives have been achigved.

members are ready to resume their regular duties.

co®E>
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Which of the foliowing Is a situation indicating & problem with product durability:
A, A customer returns a recently-purchased sweater because it i$ the wrong size.
B. A cusiomer cormplains that her/his new cell-phone battery quit working after one week.
C. A customar complains to a restaurant server that his/her steak is too rare.
0. A customer refurns a software package because i does not work with her/his computer.

An advantage to a business that uses Capability Maturity Model integration (CMMI) software is that it
A, implements the business's online permission-based marketing efforts.
B. provides the business with confidential information about its competitors.
C. guides continuous improvement efferts throughout many levels of the organization.
D summarizes changes related to the gross national product,

A potential benefit to businesses that implement continuous quality improvement processes is
A. decreased profits, C. decreased outputs.
B. increased costs. D, increased sales.

Is it ethical for an employee to bypass internal business policies and sell expensive products {o
individuals of businesses without verifying their credit histories?
A, Yes, various government regulations state that businesses must offer credit to all individuals and
businesses.
B No, most companies provide employees with a great deal of flexibility in terms of following
internal business policies. ‘
C. Yes, the employee is actually helping the business meet its financial goals mare quickly by
skipping an unhecessary step,

D. No, the employee may be jecpardizing the business's financial well-being without first obtaining
permission from management,

The MIB Company uses protective computer-software programs to minimize losses associated with its

customers' financial transactions. It is managing risks assosiated with
A, security. C. overhead.
B. purchasing. D. performance.

Which of the following is @ business risk associated with a failure to follow laws:
A. Goal achievement C. Decreased gquotas
B. Increased inventory D. Govemment fines

Which of the following is an element of the pianning function of management:
A. Monitoring work C. Training employees
B. Setting goals D. Assessing performance

Caitlin is the manager for a busy accounting department and has decided not to replace the payrofl
specialist who recently resigned. She wants Martin, who currently handies the firm's accounts-receivable,
and David, the accounts-payable clerk, to jointly take aver the payroli-processing responsibilities. She
also wants her assistant Fiona to take over some Martin's and David's current tasks. What organizing
activity is Caitlin performing?

A. Training employees C. Establishing goals

B. Providing feedback 0. Reallocating rescurces

Which of the following is a primary staffing consideration when a manager decides to hire & new
amployee:

A, Reimbursement procedures C. Communication methods

B. lInvestment goals D. Necessary skiils

Which of the following is an example of an activity associated with the directing function of management.
A. A manager coordinates the tasks of a cross-functional work team.
B. Padro interviews several applicants for an cpen position in the finance department.
C. A manager disciplines an employee for inappropriate behavior in the workplace.
D. Carmen recommends changes to increase outputs on the production iine.
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1

.

C

Conservation. One of the main responsibilities of environmentat law is the consarvation and preservation

of the natural environment. This involves conserving natural resources and preventing peliution.

Environmental laws affect businesses because many businesses use natural resources and might

contribute to pollution during the production process. Historic praservation involves preserving

iandmarks, such as buildings. Environmental law is not responsivle for land management or production.

SOURCE: B8L:073

SOURCE: Longenecker, J.G., Moore, CW., & Petty, J W, (2003). Small business managemernt. An
entrepreneurial emphasis (12th ed.) [p. 539}, Cincinnati: Thomson/South-Western.

B

General partnership. With a general partnership, all partners are liable for the debts of the business. If
one partnar refuses to pay her/his share of the debts, the other partners will be responsible for paying
thermn. Owners of private, pubtic, and "S" corporations have limited fability.

SOURCE: BL:003

SOURGE: BL LAP 1—Own It Your Way (Types of Business Ownership)

D

Attitude, The attitude of the listener can keep him/her from effective listening because attitudes affect

nanhavior. If a listener disiikes a speaker or dislikes what the speaker is saying, s/he may tune out and nat

listen to the message. Patience, concentration, and interest are not barriers to effective listening.

Listening patiently without interrupting the speaker, being genuinely interested in what the speaker is

saying, and concentrating on the message heip to promote effective listening.

SOURCE; CO:017

SOURCE: Lehman, C. & DuFrene, D. (2005). Business communication (14th ed.) [pp. 58-6C]. Mason,
OH: South-Western,

P

Noise. Noise in the background can distract the listener. Emotional perceptions are the ways in wiich

people interpret things. They are usually created or influenced by the packground, or upbringing, of the

individual, and they can create emotional barriers to sommunication. Bias is opinion based on fesiing or

hearsay, rather than fact. It can also create an emotional barrier,

SOURCE: CO:147

SOURCE: Bovée, C.L.. & Thill, J.V. (2008). Business communicatior today (9" ed.) [p. 12]. Upper
Saddle River, NJ: Pearson Prentice Hall.

D

What type of training do you provide for this position? Reievant questions are types of gquestions that

pertain to the issue at hand. Ifan applicant is interviewing for 2 job, the applicant would ask the

interviewer questions about the company, job responsibilities, job training, professional development, etc.

It would be inappropriate to ask the interviewer about his/her saiary, nearby restaurants, and sales-

department shortfalls—these questions are irrelevant to the issue at hand.

SQURCE: CO:058

SOURCE: Cheessbro, T., O'Connor, L., & Rios, F. (2007). Communication skills: Preparing for career
success {3rd ed.} [pp. 211-212]. Upper Saddle River, NJ: Pearson Prentice Hall.

B
Greet the customer by name. If a salespearson is making calls from a prospect list, use of the customar's
name will be easy and adds a personal touch to the telephone call. It may not be appropriate to call a
potertial client at home. Asking questions will reveal information about the ciient's needs and wants but
does nothing to personalize the conversation. The use of a merchandise approach means to make
reference to a particular good/service in initiating a conversation with the customer,
SOURCE: CO:114
SOURGE: Miculka, J.H. (2007). Speaking for success: Annotated instructor's edition (2nd ed.)

[pp. 88-88]. Cincinnatl: South-Western Educational,
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Short. A characteristic of letters of inguiry is that they are usually short. Businesses often write leters of

inquiry to other businesses to request information and literature or to order goods or services. These

types of letters are routine and should contain only the information the receiver needs in order to

respond. Letters of inquiry requesting information usually are not complex. Social business letters do not

request information but often are used to express thanks or congratulations. Letters of inquiry that

husinesses write to request information from cther businesses usually are informal rather than format.

SQURCE: CO:040

SOURCE: Bovée, C L., & Thill, J:V. {2008). Business communication today (8" ed.) [pp. 604-805].
Upper Saddie River, NJ: Pearscn Prentice Hall.

B

Feasibility study. An analytical report provides evaluative information. A feasibility study is a type of
analytical report that explores the positive and negative conseguences of the impiications associated with
taking a certain course of action, such as changing vendors. A troubleshooting guide is a document that
provides guidance for solving problems with a product or process. A marketing plan is a set of
procedures or strategies for attracting the target customer to a business, A lstter of intent is a document
communicating what a person or business intends to do within (or during) a specific time period.
SOURCE: CO:185

SOURCE: Bovés, C.iL., & Thill, J.V. (2008). Business communication today (9th ed .} [pp. 407-4131.

' Upper Saddle River, NJ. Pearson Prentice Hall,

C

Summarize gathered information. A research report summarizes information gathered from an
investigation. information is often abtained from several sources inside and outside the business.
Businesses often request and use research reports to identify problems and opportunities. Information
provided in research reports is often used to make important decisions about the business, which may
involve setting new objectives for the business.

SOURCE:, €088

SOURCE: Walonick, D. (2008), Elements of a research proposal and report. Retrieved August 8, 2008,
from http:,’!www.statpac.c:om/research—papers/research-proposa!.htm

A

Upward, Upward communication is defined as communication that moves up the chain of command, e.g.,

employee to supervisor. Downward communication moves down the chain from management to

employees. Horizontal communication is communication with someone on the same level within the

business. Grapevine communication is unofficial messages passed among fellow employees.

SCQURCE: CO:014

SOURCE: Bovée, C.L., & Thill, J.V. (2008). Business communication today (8th ed.) [p. 51 Upper
Saddie River, NJ: Pearson Prentice Hall.

A

informal. A casual exchange of information is informal communication. Coworkers who talk about work

when they aren't on the clock, such as at lunchtime, are engaging in informal communication.

Sometimes, informal communication can help employees solve problems or get ideas for streamliining a

project. Ceremonial and officiai indicate a format exchange of information. in business, external

communication occurs with people outside the company, such as vendors and cusiomers.

SQURCE: C0:082

SOURCE: Lesikar, R.V., & Flatley, M.E. (2005). Basic business communication: Skills for empowering
the Internet generation (10th ed.) [pp. 8-9]. Boston: McGraw-Hill/irwin,
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2. 8B

13.

14.

15,

16.

17,

Be prepared {o provide an update. it is important for 2 meeting participant tc be prepared to present the

required information at 2 scheduled meeting. Being unprepared is unprofessional and inconsiderate of

the cther participants' time. Without the nacessary information, the mesting may need 1o be rescheduled.

Meeting participants should not monopolize the conversation. New company poiicies wouid be relevant

oniy if they affect the project. Otherwise, they should be communicated outside the project-siatus

meeting. It is not aiways necessary to take notes for the group.

SCURCE: CG:063

SOURGE: Bovée, C.L., & Thill, J.V. {2008). Business communication today (Sth ed.) {pp. 47-48]. Upper
Saddie River, NJ: Pearson Prentice Hall,

C

Positive body language. Body language invalves communicating without words through faciat expression,

posture, eye contact, or physical distance. Ways that employees can exhibit positive body language

include smiling at customers, maintaining eye contact, and waiking towards them when they enter the

business. This type of behavior makes customers fesl comfortable and welcome and reinforces the idea

that employees are service-oriented and interested in helping. Vast personal knowledge is helpful oniy if

it is relavant to the business and its goods and services, Good training methods may help an employee

realize the importance of being service-oriented. Effactive pricing plans may attract customers, but the

service they receive will have a major impact on whether they buy.

SOURCE: CR:0G6

SOURCE: Farese, L.S., Kimbreli, G., & Woloszyk, C.A. (2009). Markeling essentials (p. 185), Woodiand
Hills, CA: Glencoe/McGraw-Hill :

D .

During their initial contact. Most empioyees learn a lot about customers during their first conversation with
the customers by listening, observing, and guestioning the customers. This shouid not include asking
personal questions. The way in which customers dress or speak would not indicate whether they will be
difficuit to help.

SOURCE: CR:QC2

SOURCE: CR LAP 3—Making Mad Glad (Handiing Difficult Customers)

D
Listen with an open mind. The employee shouid try to express concem for the customer by listening

- attentively and giving him/her a chance to express dissatisfaction or anger while presenting the

complaint. Customer complaints should never be ignored. Since the fault may lie with the company, the

customer, or be on baoth sides, it would be unwise to try to please all customers or defend the company in
all cases.

SCOURCE: CR:010
SOURCE; Odgers, P. (2004). The world of customer service (pp. 51-54). Mason, OH: Scuth-Western.

D

Economic wants. Desires for ciothes, lawn care, and CDs can oniy be satisfied by spending money.
Therefore, these desires are considered gconomic wants. Noneconomic wants can be satisfied without
spending money. A good s & tangible cbject that is useful, scarce, and fransferable. A service is a
productive activity performed by someone eise for a fee.

SOURCE: EC:002

SOURCE: EC LAP 10~-Get the Goods on Goods and Services {Economic Goods and Services)

G

Place. Malis and shopping centers provide place utility by making many products available in one
iocation. Time utility is created when products are avatiable when they are needad. Marketing affects
possession utility by making it easier to buy products, and form utility is indirectiy affected through
marketing research and planning.

SOURCE: EC:004

SOURCE: EC LAP 13—Use it (Economic Utility)
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18.

18.

20

22.

23

C .

Marketing. Marketing is one of the primary business activities—as are financial analysis, human.
resources managemant, information management, operations management, and strategic management.
Scheduling, designing, and supervising can be tasks or processes within one or more of the primary
business activities. '

SOURCE: EC:071

SQURCE: EC LAP 19—Strictly Business (Business Activities)

B

Cultural. Culture refers to the customs, habits, and traditions of a particuiar group of people. if businesses
wart to develop favorabie relationships with foreign businesses, they need {o recognize, understand, and
respect other cuitures, A business that does not fearn about the cuitural differences may do or say
samething to offend a foreign customer or potential customer. Political factors relate to the government
issues. Economic factors are ways that a nation meets consumers' competing wants with limited
resources. Intellect is a person's cognitive ability. '
SOURCE: EC:104

SOURCE. EC LAP 22—Siretch Your Boundaries (Global Environment's Impact on Business)

C

Market, A market economy is an economic system in which the means of production and distribution are
owned and controlled by individuals and businesses. The government's role in business includes
protecting private property, preserving law and order, and supperting a competitive trade environment. In
socialism, competition is limited because the government owns most of the major industries. Competition
is not allowed in communism because the government owns all the means of production and distribution.
in a traditional economy. peopie produce only what they must have in order to exist.

SOURCE: EC:007

SOURCE: EC LAP 17—Who's the Boss? {(Economic Systems)

A

Recaived. in business terms, income is the money raceived. 1 is not monsy produced, supplied, or spent.
Money spent is the money used for expenses, not income. in business, products are supplied or
produced—not money,

SOURCE: EC:010

SOURCE: EC LAP 2—Risk Rewarded (Profit)

A

Capital goods. The use of specialized types of machinery to do specific tasks at high rates of speed is
specialization involving capital goods. Capitalism is an economic system that is characterized by free
enterprise. Natural resources are resources found in nature. Human rescurces are the pecple who use
their skilis in different jobs.

SCURCE: ECIC14

SOURCE: EC LAP 7—Divide and Conguer {Specialization and the Division of Laber)

A .

The inflation rate increases. |nflation is a rapid rise in prices. Aithough many factors affect the rate of

inflation, it often cccurs when unemployment rates drop. When more people are working (low

unemployment), consurmer spending tends to increase, which increases the demand for money. Tariffs

vary by country and are not directly affected by unemployment rates. The amount of stock that is traded

varies from day to day. '

SOURCE: EC.082 '

SOURCE: Farese, LS., Kimbrell, G., & Woloszyk, C.A. {2009). Marketing essentials {pp. 62, 84-66).
Woodland Hills, CA: Glencoe/McGraw-Hill,
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24.

25.

25,

27!

D
Directness and impatience. Because of cultural differences, some countrigs believe that U.S.
businesspecple are rude and arrogant. This stems from differing viewpoints about time and work ethic.
Amaricans tend to be direct and to the point—they often want to "get down 10 business" right away. Then,
they can move on to the next issue or task, In this way, U.S. businesspeopie have a very strong work
othic. However, businesspeople from other cultures often want to take time to get know the people with
whom they do businesg, and they tend to take a more relaxed, leisurely approach to business
encountars Because Americans value time, they often become impatient with those who want to take
more time for business activities. When this comes across in a negative way, others think these people
are rude and arrogant. Politeness, honesty, and dedication are positive atiributes, and most foreigners
appreciate these characteristics in businesspeople, Baing inflexibie may be viewed as a strength in some
cultures and a weakness in others, Being adaptable is & positive aftribute to exhibit in any cultyre
because it indicates that the person has respect for others and has tolerance for differences.
SOURCE: EC:130 .
SOURCE: Bait, D.A., McCulloch, W.H., Frantz, P.L., Geringer, J.M., & Minor, M.S. {2008}. Internaticnal
business: The challenge of global competition (10‘” ed.) [p. 185]. Boston: McGraw-Hill/lrwin.
B
Dress conservatively. it is important for U.S. businesspeople fo understand different customs and
practices to avoid offending businesspeople from different countries and culture. When doing business in
Erance it is important to dress conservatively by wearing a dark or neutral- colored business suit. French
people consider it rude to speak ioudly and to arrive somewhere unannou nced. Gift-giving practices
depend on the specific susiness's policies.
SQURCE: EC:131
SOURCE: Priest, M. (n.d.}. France. Retrieved August 2, 2011 from
http://www.cybar%ink.com/besitelfrance.htm

»
Gestures. A gesture invoives moving the body o limbs in ways that exprasses or emphasizes an idea,
sentiment, or attitude. it is important for farsign businesspeople fo understand that gestures, which may
be appropriate or positive to people in one country, may be offensive to people in another country. Taking
the time to research a country's culture and behavioral expectations can prevent foreign businesspeople
from making embarrassing mistakes—mistakes that may affect the cutcome of pusiness transactions.
Tone of vaice is the specific pitch or quality of the voice used in speaking. Table manners are alements of
body language. Gender differences are the different ways in which maies and females are perceived in
other cuitures.
SQURCE; EC:132
SOURCE: Nicel, J. {n.d.). Brazil: Appearance. Retrievad August 2, 2011, from

nitp:/iwww.cyborlink com/besite/brazil. ntm

A

Patient. A patient person has the ability to endure life's aggravations and difficuities calmiy. Exhibiting

patience is impertant when doing business with foreigners because their customs and practices often

differ from our own, In some countries, businesspeople make their decisions guickly, while

businesspeople in other countries (e.g., China) take more time to make business decisions. If a foreign

businessperson does not exhibit patience and benhaves in an aggressive, conceited, or intolerant way,

s/he may offend the Chinese businessperson and lose an important business deal.

SQURCE: EC:133 '

SOURCE: Wiiiams, D. {n.d.). China: Behavior' Retrieved August 4, 2011, from
http:waw.cyborﬁnk.com/besiﬁe/chinahtm
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28.

29,

30.

31

32

33

D

Women are not permitted to drive a car. Different cultures have different expectations and rules in

relation to gender. in Saudi Arabia, women are not permitted to drive a car. The day of rest is often

associated with religious traditions. Laws regarding the consumption of pork are related to religious

practices. The ‘thumbs up” symbol is & form of nonverbal communication.

SQOURCE: EC134

SOURCE: Butler, P. (n.d.). Saudi Arabia: Behavior. Retrieved August 4, 2011, from
htzp://wmwcyboriink,com/beséte/saudi~arabia.htm :

D

Patterns. When reviewing your education and experience o help assess strengths and weaknesses, look
for patterns. What skilis or talents get used repeatedly? What situations do you ignore or avoid? Although
the situations may seem unreiated, you may notice similar reactions or behaviors. You are not looking for
choices, talents, or mistakes.

SOURCE: ELOO2

SOURGCE: £l LAP 17—Assess for Success (Assessing Personal Strengths)

A

Competition. Jim's behavior iliustrates his competitive spirit and recognition that one of the competitors
he faces is himself. He competes not only with his coworkers but with himseif to improve nis
performance. Negotiation involves reaching an agreement. Aggressive behavior is actions that ignore the
rights of others or exploit them to achieve personal goals. Time management shows good utilization of
one's fime.

SOURCE: Ei:018

SOURCE: El LAP §—You've Got Personality (Personality Traits in Business)

B
It helps you enjoy your job. This will help you to feel good about your work, to do a good job, and to win
your employer's approval. ¥ you are interested in and anthusiastic about your job, you are not usually
looking for new jobs. Motivating others is a benefit others get from your interest and enthusiasm rather
than a personal benefit that you receive. Exploring other activities is an action that you shouid take to
help in defining your own personality rather than a benefit that you receive from being interested and
enthusiastic.
SOURCE: ERD20
SOURCE: Wallace, H.R., & Masters, L.A. {2008}, Personal devetopment for life & work (Sth ed.)

[p. 187]. Mason, OH: South-Western Cengage Learning.

B

(ndependent. independent peocple are those who think and act on their own. They do not often seek
advice from others. People who are dependent and/or insecure rely heavily on others. Egotistical people
have an inflated view of their own impertance.

SOURCE: ELG24

SOURCE: Ei LAP 2—Hustle! (Taking initiative at Work

A

Accepting the conseguences for the decisions he made. When you are willing to accept the
consequences (good and bad) of your pehavicr, which is based on the decisions you make, you are
taking responsibility for your actions. In the example, Tim admits that he made & mistake by not
conducting computer backup activities, s0 he is accepting the responsibility for his behavior. When you
wlame others for your actions, you are not accepting responsibility for your kehavior. Taking responsibility
for your actions often involves admitting and learning from your mistakes and trying to do better in the
future, rather than promising not to make any more mistakes. It does not always involve making informed

decisions because some peoplé make decisions without knowing all the facts, or they make impulsive
decisions.

SCURCE: ELO7S

SOURGE: Nickles, J. {2008, June 18), 7 ways [ take personal responsiblity and live & better life.
Retrieved August 8, 2011, from http:.’/mysuperchargediife.comfblog/?-waysnto-take—personaim
responsibii%ty~and-live-a-batter-life/ .
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34.

35

36.

37.

38.

o
No. Joe would have only 30 minutes to mest with the vendor before he needs {o return to the office.
Managing work commitments in & timely manner involves allowing enough time to complete the most
imporiant tasks first, Joe had commitments that he needs to keep from 10 a.m to 12 p.m. and at 2.00
p.m. Because the vendor asked Joe to mest at a restaurant that was 30 minutes away from his office, he
dossn't have enough time to mest with the vendor for one hour at 1:00 p.m. If the vendor is not available
at an eariier ime at a closer location, Joe must decline the luncheon invitation and schedule it at a time
that is more convenient for béth of them. it's not unusual for tast-minute meetings to take place, if other
commitments are not an issue. Therefore, the vendor was not being rude by asking Joe if he had time to
meet. There is not enough information to determine if Joe had the authority to reschedule the training
session. Moving the lunch reservation to 12:45 p.m. would not help because Joe wouid be 15 minutes
late to his training session.
SCOURCE: ELD77
SOURCE: Time Management. (n.d.}. Manage your scheduling commitments—six effective guidelines o
get things done (part 1). Retrieved August 8, 2011,
http:/iwww timemanagment.info/11 1!manage-your-time-scheduEing-commitments-six—
effective-guidelines-to-get-things-done/

B

Positive, external. Feedback is evaluative information about you, your behavior, or the results of your
hehavior. it can come from within {internal}, or from others {external). Positive feedback involves praise
and tends to reinforce the behavior that led to the praise. Negative feedback invoives criticism and makes
you want to change or modify your words and actions.

SQURCE: EIDC3 ‘

SOURCE: EiLAP 15—Grin and Bear It (Using Feedback for Personal Growih)

A
Anticipate. By anticipating, or expecting, change, we can plan for it and make a better adjustment to it. To
resist or onpase change would be to avoid it or try to prevent it from occurring, which would keep us from
moving forward.
SOURCE: EID26
SOURCE: DuBrin, A. (2010). Leadership. Research findings, practice, and skills (Bthed.).

[pp. 101, 162, 2161 Mason, OH: South-Western Cengage Learing.

C

Share your own experiences. [n some situations, the best expression of empathy is to share your own
experience that is similar to or the same as the other person's. This lets those you are talking to know
that you really do understand how they feel. It is important to be honest, but honesty shouid be
expressed tactfully rather than in total frankness. Resisting involvement and keeping your distance would
prevent the expression of empathy.

SQURCE; E#030

SOURCE: El LAP 12—Have a Heart (Showing Empathy for Others)

A

Motivating others to act. The last step in the persuasion process usually is motivating others to take
action, You want others to do things your way or do what you want to do. If you have provided all the
necassary information in a logical way. it should be fairly simple to get them to act. [t might be as easy as
just asking them. it is important 10 tell the truth all the time to build credibility. Before you can motivate
others to act, you must make good suggestions+and present your argument.

SOURCE: ER012

SOURCE: QS LAP 10—Win Them Over
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39.

40.

41,

42,

43.

C .

To motivate mambers. Recognizing and rewarding accomplishments is an effective motivational

technigue. When the team is acknowledged, the individual members also are recognized for their efforts.

They are rewarded for their contribution to the business. This motivates the team members to continue

working together so they will continue to be recognized and rewarded. Businesses do not recognize and

reward the accomplishments of work teams to obtain publicity, provide feedback, or recruit empioyees.

SOURCE: E!:059

SOURCE: DuBrin, AJ. (2004} Leadership: Research findings, practice, and skills {4th ed.) [p. 274).
New York: Houghton Mifflin.

A

Paper money, Currency is the paper or metal (coin) money that individuals and businesses use tc buy

and sell goods and services. Paper money and coins are issued by a country's government. Corporate

honds are bonds issued by corporations {o fund operating expenses. Governments do not issue

brokerage bills, and certified notes are nct forms of currency.

SOURCE: F1059 :

SOURGE: Bekman, S. (2010, October 21}, World paper money: How many countries currently issue
paper money? Retrieved August 8, 2011, from http:/fstason.org/TULARC/recreation/paper-
money/4~6-\N0rEd—Paper~Money-How-many-countries-currently—issue-p.html

D

The time value of money. The term "time value of money” refers to the increase of an amournit of money
as a result of interest or dividends earned. A basic illustration of the time value of money is money and
the interest it earns in a savings account, Principal is the deposited amount, which is not medified.
Opportunity cost is what you have to give up when you make a choice. In this case, the opportunity cost

of depositing $100 is spending it on sometning else. Inflation has a negative impact on the time value of
money. '

SOURCE: 71062 -
SOURCE: Kapoor, J., Diabay, L., Hughes, R., & Hoyt, W. (2005}, Business and personal finance
{p. 21). New York: GlencoeMcGraw-Hill,

8

Variable expenses. A budget is an estimation of income and expenses, Developing a personal budget

heips individuals better manage their money. Variable expenses are exXpenses that change from manth to

month. such as food, ciothing, and entertainment expenses. Fixad expenses are expenses that do not

change every month, such as rent and loan payments, Relational outflows and periodic investments are

not budgetary categories, .

SOURCE: F1.068

SOURCE: Kapoor, J.R., Dlabay, LR., & Hughes, R.J. (2009). Personal finance (9th ed.) [p. 89]. New
York: McGraw-Hill frwin.

B
Loan. A loan is a sum of money lent to a parson or husiness for a specific time period that is repayable
with interest. Credit is the arrangement by which a person purchases now and pays later. A lending
institution issues credit cards, which allow people to purchase now and pay later, The tender provides
credit-card users with a limit within which they can charge purchases. The lender pays for the purchasas
and then sends the credit-card user a biil/statement each month that indicates the monthly minimum
payment and interest charges due ‘o the lender. It is important for peopie to pay credit-card balances
responsibly so they do not accumulate so much debt that they cannot afford to pay the lender. Using
credit for purchases helps & person build a personal ¢credit history, which lenders consider when a person
applies for a large loan to purchase a car or a house. An asset is something of vaiue that 2 person owns.
Credit is not an asset or a tax. Because credit is so widely used, it is not necessarily a privilege.
SQURCE: FLO7Y
SOURCE: Kapoor, J.R., Diabay, LR, & Hughes, R.J. (2005). Personal finance (pp. 170-172). New

: Yark: Glencoe/McGraw-Hill.
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44,

45,

45,

47.

48.

B

Shredding old bank statements. One way that thieves obtain others' personal information (e.g., banx-

account numbers, credit-card numbers) is by going through trash cans and dumpsters. Using & paper

shredder to destroy old bank and credit-card statements makes it more difficult for thieves o obtain

personal financial information, Disahling computer virus software and storing passwords on web

hrowsers lower the computer user's security, which increases the risks associated with computer

hacking. Photocopying credit-card receipts is not an action that reduces the risk of identity theft.

SQURCE: F1D73 ‘

SOURCE: Ward, S. (n.d.). 10 ways to prevent identity theft, Retrieved August 8, 2011 from
httpiflsb‘:nfocanada.about.com/od!'msuranceEegaitssues/a/identttytheﬁ.htm

C

investments. There are a wide range of investments available to individuals who want the opportunity to
increase their worth, Some investments are riskier than others, which means that individuals might lose
money rather than make money. Certificates of deposit are safe investments because they pay a
guaranteed amount of interest over a specific period of time. Collectibles are a riskier type of investment
because the collectible, such as a baseball card, might iose yaiue over time and not have any worth.
Certificates of deposit and coliectibies are not types of accounts or securities. Certificates of deposit eam
interest white collectibles may or may not increase in value.

SOURCE: FLO77

SOURCE: QS AP 32—Risky Business

A

Finance. Finance is the process of obtaining funds and using them to achieve the goals of the business.

Revenue is the business's sales or gross income. Revenue is one way of obtaining money, while debt is

the amount of money the business owes others—its expenses, Operations refers to the overall

management function that pians, controls, and monitors the day-to-day activities so the firm can continue

functioning. Licensing is a permission that an owner or authority grants for another entity to conduct a

specific activity. Payroll is the sum of money paid to employees in a given period and is one of many

activities that the business's financial function monitors.

SCURCE: FL354

SOURCE: lvancevich, J.M., & Duening, T.N. (2007). Business principles, guidelines, and practices
(2™ ed.) [p. 543]. Mason, OH: Thomson.

A

information is accurate, accessible, and meaningful. The benefit of having written records of financial
transactions is that information is accurate, accessible, and meaningful. Budgets help create nhysical, or
written, records. Having written budget records does not directly reduce expenses, increase income,
simplify accounting, increase investments, or reinvest profit. However, a budget does increase the
lixelihood of these things happening.

SCURCE: Fi108 -

SOURCE: Fl LAP 3—Money Tracks (Nature of Budgets)

B

That is when employaes are anxious to learn. New emplicyees are anxious to leam about the company,

its policies, rules, and regulations; working hours; benefits; and any other factors that will affect them.

Giving them this information at the beginning takes advantage of their desire to learn. Employees can

start work without orientation, but they will need 1o ask a iot of questions that would have been answerad

in orientation. Orientation presents basic company information and does not try to teach empioyees

everything at one time or focus on specific job tasks.

SOURCE: HR:360

SOURCE: Noe, R.A. Hollenbeck, J.r., Gerhart, B, & Wright P.M. (2010). Human resource
management: Gaining a compelitive advarntage {Tth ed.) [op. 333-33351. New York: McGraw-
Hill lrwin,
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49,

50.

51

52,

53.

C .

Data, expertise. Information contains facts or data that are presented in a meaningful way. Knowiadge is

the combination of data, expertise, and insight that an individual or business accumulates over time. The

data, expertise, and insight come from internal and external sources, which are integrated and processed

to create knowledge. Some forms of knowledge might include definitions, symbols, and creativity,

however, competence, fabrications (iies), or transitions are not attributes of usefui or maaningfui

knowledgs.

SOURCE: KM:0D1

SOURCE: Regional Knowledge Resource Kit. (2008, April 4). Information vs. knowledge. Retrieved
August 8, 2011 from http:/iwww . rkrk.net.au/index.phpfinformation_Vs_Knowiedge

D
Transparent. Knowledge management involves leveraging the expertise, insight, and information of
internal and external resources to help an organization achieve its goals. Transparency is the quaiity of
being just as one's seems—trustworthy. When amployees have expertise or personal insight that can
help the business achieve its goals, they shouid share their knowledge with their employers. Sharing
knowledge means that the empioyees have a transparent attitude; they are willing to share their know-
how, and they are not deliberately concealing knowledge that wil help the business achieve its goals.
Altnough curious and cautious behaviors are desirable traits, they are not needed for effactive knowledge
management processes. Businesses donot, as a general rule, want employees to be argumentative.
SOURCE: KM:002
SOURCE: Land, F., Urogj, A., & Notas, S. (2008, December). The ethics of knowledge management.
. Retrieved August 8, 2011, from http:/fis2.Ise.ac. ukiwp/pdfiwp 182 paf

A

E-mail. Knowiedge management involves leveraging the expertise, insight, and information of internal

and external resources to help an organization achieve its goals. The key to effective knowledge

management is getting empioyees to share their "personal know-how" with managers and coworkers.

Technoiogy is often used to capturs and share this knowledge. The hest way for Kendra to share her

discovery is by e-mail, She can construct her message and send it to many people at one time. Kendra

would probably not post this information on the company's web site because this information is not

meaningfui to customers or web site visitors. A relational database stores linked or reiated information.

Calling each coworker is not as efficient as sending an a-mail message.

SOURCE: KM:003

SOURCE: DuBrin, A. (2010). Leadership: Research findings, practice, and skills (Bth ed.) [p. 39&].
Mason, OH: South-Western Cengage Learning.

A

Injunction. An injunction is a court order forbidding a business or a person to perform certain activities.

For example, if a former restaurant-chain employee discloses to others a trade secret, such as the

chain's fried-chicken recips, the restaurant chain can request-an injunction, which legally requires the:

former employee to stop circulating the recipe. A warrant is a legal decument granting permission to do

something, such as search a building or faciitty for evidence. An.appeal is a request to review the

decision of a lower court. A contract is a legal agreement between ftwo or mare parties stating that one

party is to do something in return for something provided by the other party.

SCURCE: KM:004

SOURCE: Nolo. (2011). Trade secret basics fag. Retrieved August 8, 2011, from
http:Nwww.noio,comlamcie.cfm!pg/‘élobjectidf%?a1CAS—OE{CE-4E38—
BEOE2GFTABDAS5R30/catlld/ 1 FBE2DY5-203C-4D38-90A2A0A80CEF D618/310/119/FAQ/

A

PDemand. Pricing is an important marketing function becauss it affects how much profit a business maxes
on the sale of a gocd or service. To make a larger profit, businesses cannot simply increase price
necause as the price of an item increases, demand for it decreases. Therefore, price alsc affects the
demand for a good or service. Price does not affect the product's utiiity, or usefulness; its source; or its
trademark.

SOQURCE: MK:D02

SOURCE: MK LAP 1—Work the Big Six (Marketing Functions)
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B

Telephoning the customer. in this situation, the most efficient way to cbtain the necessary information is

by telephoning the customer. The employee would need to know the cusiomers address {0 send a letter

that requests the desired information. Even if the shipping and mailing addresses differ, this option is not

as efficient as making a telephone cail. Coworkers may not know the customer's shipping address. The

Yeliow Pages list business contact information. There is not enough information to determine ifthe

custemer is a business or an individual.

SCURCE: NF.O78 '

SOURCE: Clark, B., Sobel, J.. & Basteri, C.G. (2008). Markefing dynamics (pp. 612-614). Tinley Park,
IL: Goodheart-Willcox.

A

Ratevant. In order to make business decisions, companies access, store, maintain, and evaluate a
variety of informatien (facts, data). To make appropriate decisions, companies need to make sure the
information that they are basing their decisions upon are accurate and relevant. For exampte, information
from an employee's performance review will not help the business determine how to price its products.
The informatian shouid not be skewed (distorted) or inconsistent because this type of information could
lead to poor decisions and undesirabie outcomes. While positive information about the company is nice,
it is more important that the information is honest, accurate, and refevant.
SOURCE: NF:110
SOURCE:. ivancevich, J.M., & Duening, T.N. (2007). Business principles, guidelines, and practices

(2“d ed.) [pp. 483-484]. Mason, OH: Thomson.

A

Subject, When an employee composes an e-mail message, s’he places information in several fields of

the message template before it goes to the message receivar. The "subject” field is an area in which the

sender describes the topic of the g-mail message. The "subject” field immediately advises the message

raceiver about the type of information that the message contains. The message sender clicks the "send"

button when s/he wants to transmit the e-mail message io the intended receiver. The message sender

places the message receiver's e-mail address in the "to" field. When the receiver wants to respond to the

e-mail sender's message, s/he clicks on the "reply" button.

SOURCE: NF:004

SOURCE: Hyden, J.8., Jordan, A.K, & Steinauer, M.H. (2006}. Communicating for success (3rd ed.)
[pp. 301-302). Mason: Thomson South-Westarn.

D

The. Words such as “a,” “for,” and “the" are stop words, which are commonly used words that do not

always add meaning to the primary search terms. For exampie, if the werds, “the Pittsburgh Steelers’

were entered in the query fiefd, the word “the” would most likely be ignored by the search engine, which

would focus on the words, “Pittsburgh Steeiers.” Mowever, there are exceptions to every rule. Fer

example, the-query “WHO" is iikely to bring up results that-contain information about the World Heaith .

Organization. if “the" is placed before “WHO" in the query, resuits are most likely {0 bring up information

about the musical group, The Who. Cop, sew, and hat are iess likely to be ignored when entered into &

search enging query.

SOURCE: NF:006

SOURCE: Google.com. (n.d.). Google search basics. Retrieved August 8, 2011, from
http:waw,google.com!support/websearch!bim’answer,py?hben&answern1 36861
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.

performs interrelated functions. integrated software applications consist of two or more related computer
programs that work together to record information or perform specific business tasks or functions. For
example, Microsoft Office combines a variety of programs that perform word-processing, spreadsheet,

slideshow presentation, desktop publishing, and database functions. Some integrated software packages

~ are customized to perform interrelated activities for a specific industry, such as travel and hospitality. Not

all integrated software packages calculate hreakeven points or include forecasting tools. Because

integrated software options vary, the level of training that users need alsc varies.

SQURCE: NF:088

SOURCE: eNotes.com. (2011), Infegrafed sofiware. Retrieved August 8, 2011, from
h%tp:/!www,enotes,comfbusiness—f‘inance-encyc!oped%a/integrated-software

C
Web server. Web servers are computer programs that deliver web-site content. Some businesses install
and maintain their own web servers. Because instaliing and maintaining web servers can ba expensive,
businesses often decide to pay a fee to a web host, which provides the server space to meet their needs.
A PDF (portable document format) is a widely usad document file format that was developed by Adobe.
The format aliows users to view content, but users cannct alter the content. The PDF readeris a software
program that allows computer users to view PDF files. Many web pages are saved as PDFs; however,
husinesses often use other formats. A wireless router is a device that provides Internet access to laptop
or portabie computers without being directly connected to cable service, An affiligte partner is a business
that agrees to promote and sell another business's products on the Web in exchange for a sales
commission.
SOURCE: NF:G42
SOURGCE: Think Quest. (n.d.). Posting your web page. Retrieved August 8, 2011, from

http://library thinkquest.org/1 3947/post.html

. C

Creates a variety of evaluative reports. Project-management software has many applications and
features that help businesspeople effectively manage both short- and iong-term projects. One application
of effective project-management sofiware is the ability to generate reports that summarize a variety of
information, such as expenses, timing, and activity data. Some software can provide cost and variance
analyses. Depending on the type of software being used, it may also atiow users the ability to integrate
word processing functions in order to create custom or free-format reports. Because data are entered
manually, project-management software cannot eliminate the coding probiems related to human error.
Project-management software does not provide iob training, nor does it reduce the need to monitor costs.
SOURCE: NF:130 '
SOQURCE: Campbell, G.M., & Baker, S. (2007). The complete idiot's guide to project management

(4th ed.) [pp. 366-369]. New York: Penguin Group.

B

Daily sales receipts. A business maintains receipts for each sales transaction it processes. Sales receipts

provide the business with different types of information including which products were purchased, the

doliar velume of sales for a particular day, the form of payment used, and the number of customers who

purchasad items. Quarterly credit statements, cash batances, and inventory status records will not

provide the gift shop with the desired information.

SCURCE: NF:014

SOURCE: Traf-System People Counting Systems. (n.d.). Visicount: Customer traffic analysis software.
Retrieved August 8, 2011, from http:.’/www.trafsys,com/media!9774/v!sicountbroohure,pdf

B

Both manufacturers and service businesses rely on scheduling. Even though service businssses don't
produce tangible goods, they still rety on scheduling to detiver their services in an efficient, effective
manner (example = the postal service). Scheduling for business is not the same as parsonal scheduling;
instead, it establishes a timetable to be foilowed during the production process. Most businesses refy on
scheduling. Scheduling consists of two main activities, sequencing and timing.

SOURCE: OP:188

'SOURCE: OP LAP 3—Smooth Operations (Nature of Operations)
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B

Following local fire ordinances, Operations management is the process of pianning, controlling, and

monitoring the day-to-day activities required for coniinued business functioning. An important aspect of

operations management is complying with safety laws, such iocal fire ordinances. Many jurisdictions

require businesses to have a certain number of fire extinguishers and exits and may require businesses

to post escape routes throughout the building. The finance function is responsibie for determining how

company resources will be invested. Advertising and pricing laws are related to the marketing function of

business.

SOURCE: OP:338

SOURCE: Beatty, J.F., & Samuelson, 8.5 (2008). Essentials of business law (3rd ed.) {p. 661]. Mason,
OH: Thomsen/South-Western. '

C

Broken handrail on a stairway. Unsafe conditions are those physical or environmental hazards which are

present in the workplace, such as icy steps or a stippery floor. Using machinery before reading the

instructions, horseplay, and falling asleep on the job are exampies of unsafe acts, which are behaviors or

actions that may risk the safety of oneself or others.

SOURCE: GP:007

SOURCE: Clark, B., Sobel, J., & Basteri, C.G. (2008). Marketing dynamics (pp. 408-407). Tinley Park,
IL: Goodheart-Wilicox,

C .
Point-of-sale. The customer was committing point-of-sale fraud, which occurs when someone attemnpts to
cheat a business out of money at the time of a purchase. It may involve cash, checks, or credit cards.
Prica-ticket switching is & type of fraud by which a higher priced ticket is removed from merchandise and
replaced by a lower priced ticket. internal theft is any kind of theft by employees of the pusiness. This
kind of crime is often carried out by concealing goods under clothing, in lunch bags, purses, backpacks,
pockets, or in the trash for iater retrieval. Short-change fraud is a methed of point-of-sale fraud in which
thieves try to confuse cashiers into giving them more change than is due.
SOURCE: OP:013
SOURCE: Kimiecik, R.C., & Thomas, C. (2008). Loss prevention in the retail business (pp. 110-112).
Hoboken, NJ: John Wiley & Sons.

b
Prepare and place the order; complete the PowerPoint presentation; develop the production schedule.
Prioritizing involves ranking things in the order of their relative importance. Empioyees consider many
tactors when they prioritize their work, such as deadiines and the time it will take to compiete each task.
The first task that Randy shoufd do is to place the order because this is the tightest deadiine, and it will
not take him very iong to complete. The next deadiine he has is to complete the PowerPoint presentation
for today's meeting at 4:00. !f he begins working on the PowerPoint at 1:00 p.m., he should be done with
it by 3:00 p.m., which is an hour before-the meeting. The last task.on Randy's priority list is the production.
schedule because it is due the next day. Randy will need to make sure that he arrives at work early
enough to finish the schedule in three hours. if Randy followed the sequence of the other options listed,
he would not compiete all of the work by their deadlines.
SQURCE: 0P:228 : '
SOURCE: eHow.com. (n.d.). How to prioritize al work. Retrieved August 8, 2011, from
http://www‘ehow.com/how_2293060__prioritize~work.html

D v
Concurrent. Concurrent activities are done simulitaneousty. Depending on the nature of the project and
the types of activities required, some activities can be done at the same time, rather than in a seqguential,
consecutive, or chronoiogicat order.
SOURCE: OP:230 _
SOURCE: Campbeli, G.M., & Baker, S. (2007). The complete idiot's guide fo project management

’ {4th ed.) [pp. 110, 112]. New York: Penguin Group.
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B

Time. Projects have a short life, so getting them done on time is important. Aiso, there is only so much
time available. Project managers need to be able 1o plan and control activities to do the work in the
armount of time that is available. Ideas, money, and statistics may be important aspects of a specific
nroject, but time management is important for completing alt projects.

SQURCE: OP.002

SOURCE: QS LAP 18—Make It Happen

B
Identifying cost-savings opportunities for the current project. A post-implementation review is conducted

after a project is finished. Therefore, there is not an opportunity to save money on the current project.
There is an opportunity to identify ways o improve future projects, such as cost-5avings measures,
improving project planning methods, and improving the processes used by the company. '
SOURCE: OP:159

SOURCE: Taylor, M.D. {2003-2009). How (o closeout a project. Retrieved August 8, 2011, from

hitp:/hwww. pro;‘ectmgt.com/FEies/Article—How%ZOto%fZDClose% 200ut%20a%20Project. pdf

D

Be flexible. Unexpacted situations occur during the course of & proiect. For exampie, a bottleneck in a

particular process may cause problems. Or, a team member may become {ll, which would cause delays.

Therefore, it is important for project managers 1o be flexible, Flexibility may invelve changing a process

that isn't working or temporarily reassigning an il team-member's workload to another persen, Being

flaxibie might mean that the project manager must work overtime or get additional resources or support

from others.

SQURCE: ©P:340

SOURCE: Portny, S., Mantel, S.J., Meredith, J.R., Shafer, S.M., & Sutton, M.M. (2008). Project
management: Planning, scheduling, and coniralling projecis (pp. 320-321). Hoboken, NJ:
John Wiley & Sons.

D

Cpen. An open order is an order for staple goods that is placed with one of several available vendors

who can meet the business's immediate requirements (e.g., time, price, quaniity). Because Sheets Paper

Company was best able to meet the retail chain's requirements, it was the vendor selected to fulfili the

order. An advance order is a regular order that is placed now with delivery requested at a future time

(e.g., weeks, months). There is no indication that Elaine prepaid for this order. A standing order,

sometimes known as a bianket order, is an order that involves sending specific products at set intervals.

SOQURCE: 0OP:250

SOURCE: Cash, R.P., Thomas, C., Wingate, JW., & Friedlander, J.S. (2008). Management of retait
buying (p. 208). Hoboken, NJ: john Wiley & Sons.

B

Wood. Manufacturers keep inventory of items that they need to produce their goeds. Wood is an example

of a raw material that a manufacturer might keep in inventory to produce items such as furniture, sheives,

wall paneling, musical instruments, etc. Toothpaste, staplers, and chairs are examples of finished goods.

SOURCE: OP:338

SOURCE: eNotes. {2011}, Inveniory types. Retrieved August 8, 2011, from
http:mev.enotes.com/management-encyclopedial'mventoryntypes
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C

Deadline driven. Establishing and stating deadlines i one tactic that businesses often use when

negotiating with vendors. By praviding the vendor with specific deadiines (e.g., shipping crders within 24

hours of order placement), the business is making sure that iis requests are met. Limited authority is a

negotiation strategy in which one party claims that s/he does not have the authority 1o mest certain

requests. Bargaining involves “give-and-taka” tactics by beth parties to reach an agreement. Silence

involves not speaking and is & good negotiating tactic to use when the discussion becomes heated or

when the other party does net like what is being said.

SOURCE: OP:337

SOURCE: Moore, D. (September 6, 2004), Use deadlines for powerful negotiations. Retrieved August
8, 2011, from hitp://hbswk.hbs edu/archive/4354. htmi

c

Scheduling. Scheduling is the production activity that establishes the timetable {o be followed in
production. Businesses establish schedules in order to have the necessary raw materials and the right
number of employses on hand to produce the goods. Scheduling helps businesses to produce the goods
that customers need and have those goods available when customers want them. Marketing is the
process of ptanning and executing the conception, pricing, promotion, and distribution of ideas, goods,
and services to create exchanges that satisfy individual and organizational objectives. Advertising is any
paid form of nonpersonal presentation of ideas, goods, or services. Receiving is the acceptance of a
shipment of goods.

SOURCE: OP: 817

SOURCE: OP LAP 4—Can You Make 1t? {(Nature of Production)

A
Ciean floors. Businesses should thoroughly clean and maintain those areas that receive heavy customer
traffic. Customers walking through a business on a daily basis track in dirt from the cutside. Businesses
should regularly clean the fioors in order to maintain them in good condition. Customer traffic does not
make it necessary to move displays, remodel space, or build exhibits.
SOURCE: OP:032
SOURCE: Berman, B., & Evans, J.R. (2004). Relfail management: A sirategic approach (Sth ed.)

Ipp. 318-3201. Upper Saddle River, NJ: Prentice Hall.

D

Comparing data. Business analysis is the process of investigating and evaluating a business issue,

problem, process, or approach. Companies analyze different types of business activities including

finances, marketing trends, sales, and production. One aspect of effective analysis invcives comparing

data. In many situations, comparing data from one pericd with similar data from another period will help a

company determine if it is accompiishing goals, or if it needs to make adjustments to accomplish its

goais. When emgployesas are reviewing and analyzing financial reports and income datg, they are not

informing customers; submitting-evidence, orinfluencing others’-opinions:-

SOURCE: 0OP:327

SOURCE: B2T Training. (2011). Essential skills for business analysis. Retrieved August 8, 2011, from
http:/iwww b2ttraining.com/curriculumitraining-program/Business-Analyst-Skills/

C

Logic. Logic is a way 1o make sense of the facts—apart from personal or outside influence. The way
information is presented to you is called framing. Input is the actual information received from others—not
the way it is presented. And, style is the method for including others in the decision-making process.
SOURCE: PD:.017

SOURCE: PD LAP 10-—Weigh Your Options (Decision Making in Business)
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D

People. When considering a career path, Gabe needs to consider his skills, interests, and values. Since

Gabe gains satisfaction from being with and heiping others, ha might consider a career that requires a lot

of interaction with people. Careers that focus on the gathering or manipulation of words and numbers are

related to data or information. Environmental occupations often involve working with nature. Careers that

relate to things involve working with tangible items (e.g., carpenter).

SCURCE: PD:023

SOURCE: Kimbrell, G., & Vineyard, B.S. (2008). Succeeding in the world of work {pp. 32-34).
Waoodland Hills, CA: Glencoe/McGraw-Hill.

c

Give name clearly. Effectively beginning the interview is very important because first impressions are

often long-tasting. One technigue for getting off to a good stan is to smiie and give your name clearly

when you greet the interviewer. This sends a nositive signal to the interviewer and creates a good

impression. It is inappropriate to tell jokes because the applicant probably does not know the interviewer

nersonally. Interviewees should speak in a normal tone of veice. The interviewer should take the

initiative.

SOURCE: PD:0z8 .

SOURCE: Kimbrell, G, & Vineyard, B.S. (2008). Succeeding in the world of work {(pp. 136-317). New
Yaork: Glencoe/McGraw-Hil. .

B

Parsonal. Personal references are those peopie who know you weli but are not former employers. People
who have limited work experience often inciude personat references on their résumes because they do
not have many work references. Personal references may inciude pacple such as teachers, coaches,

~ neighbors, or others with whom you have regular contact. They are in & position to comment on your .

strong points that would be appticable in a work setting. Family members should not be listed as

referendes. Social and private are not types of references,

SOURCE: PD031

SOURCE: The OWL at Purdue. (1885-2011). Resume workshop-Experience section. Retrieved August
8, 2011 from http:/fowl.english.purdue. edu/owl/resource/718/03/

g .
Advance in their careers. Ongoing training and education heips workers learn the new skilis that they
need to perform their jobs and to advance in their careers. Because the business envircnment is always
changing, businesses want to hire the workers who have up-to-date skills. Hiring workers with up-to-date
skills is beneficial because the business can effectively compete in the marketplace. achieve its goals,
and earn profits. The workers are recognized for their contributions o their companies, and often receive
promotions and pay increases, which helps them advance in their careers, Ongoing iraining and
education is a long-term commitment that helps a person 10 achieve long-term professional goals. The
purpose of participating in ongoingtraining and education.is not 10.assist workers.in updating.their ...
résumeés or encouraging them to change their work ethics.
SOURCE: PD:033
SQOURCE: Baiiey, L.J. (2003). Working: Career success for the 21st century (3rd ed.) [pp. 480-481].
Mason, OH: South-Western.

C
Stricter. Professional organizations frequently require prospective members (o hold specific degrees,

positions, or experience levels. Trade associations may ask applicants to document their backgrounds.
SOURCE: PD:C36 .

SOURCE: Farese, L.S., Kimbrell, G., & Woioszyk, C.A. (2008). Markefing essentials (pp. 789-790),
Woodlandg Hills, CA: Glencoe/McGraw-Hill,
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A

Maintain a consistent and fair work environment. A firm's rules of conduct outline its policies and
expectations regarding employaes’ behavior in the workplace. The purpese of the rules is to provide
consistent behavior among empioyees, which faciitates a fair work environment. For example, suppose
the business expects its employees to be at work by 8:00 a.m., and one empioyee consistently comes in
iate. If the iate employee is not reprimanded for tardiness, it is not fair to the employees who are following
the rules and being responsible. This can create more problems if the responsible employees who arrive
on time must pick up the stack for the late employee. Rules of conduct do not ensure that employees are

compensated in the same way, nor do the rules of conduct prevent conflict or reduce the need for
professicnat development.

SGURCE: PD;251
SOURCE: Code of conduct training. {n.d.). Retrieved August 8, 2011, from
http:h‘www.conductccde.com/Code-ohConductmTfaining.html

A

Vice president of finance. The chain of command defines the level of authority and the specific individual

who supervises particular employees. A hierarchical chain of command provides structure and

organization for the business. Large companies often set up their chain of command by department, For

example, all of the vice presidents of various departments {(e.¢., finance, operations, marketing, etc.)

report directly to the CEO. A regional marketing manager generaily reports to the vice president of

marketing. The production coordinator reports to the production manager. The board of directors consists

of individuals who are selected by the shareholders (owners) to manage the corporation. The CEQ

reports 1o the board of directors.

SOURCE: PDi252

SOURCE: DuBrin, A. (2009). Essentials of management: Instructor's edition (8th ed.) [pp. 261-282].
Mason, OH: South-Western Cengage Learning.

Technology. Organizational goals are the overall objectives that a group wants o achieve. Developing

TV i

organizational goals provides the foundation for and direction to achieve the objectives or desired

 outcomes in the many functions of the business—operations, finance, marketing, etc. Technological

goals can affect ail the functions of the business. A goal associated with technological improvements,

such as setting up an electronic data interchange (EDI} with ali suppiiers, can help the business

streamline the purchasing process, which can reduce the business's expensas over time. Reducing the
business's expenses over time will facilitate its financial and profitability goals. Because the goalis to
establish EDI over three years, it is a fong-term goal. Contingency is an alternative course of action rather
than a type of goai.
SQURCE: PD:254
SOURCE: Associated Content. (2008, October 3}. The nature of organizational goals. Retrieved August
8, 2011, from
http:!/www.associatedcontent.comiarticle/-1 059363/the_»_nature.__of_organizat%onal_goa\s.html

B

Job responsibilities. A business needs its employees to carry out their job responsibilities in order for the
pusiness to achieve its overall chiectives or organizational goals. Management determines these goals
and assigns job responsibilities to the employees who will accomplish the goals. For example, the
primary responsibility of an accounts-receivable employee is to process the business's financial reseipts.
By fu'filting this responsibility., the empicyee is helping the business achieve its overall goal of acguiring
income, so it can continue to operate. The benefits package does not affect the employee's role in
nelping a business achieve its goals. Employees are given specific goals to accomplish in refation to their
jobs, which may or may not include some risk taking. Netwarking, which is the exchange of information
with others for the purpose of professional or business development, may or may not be an important
aspect of an employee's job responsibiiities.
SOURCE: PD:255
SOURCGE: Success Factors. (2011). Goal management. Retrieved August 8, 2011, from
http:f;'www,successfactorscom/goat-management/
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A
Project defiverables. The statement of work (SOW) is a document that outfines the terms, commitments,
and conditions of the project. it includes information about the project’s activities, timelines, and
deliverables. Deliverablas are the goods, services, or documentation that will be provided to the
stakeholder upon compietion of the project—what the project will produce. The purpose statement
defines the reason for the project. Schedule estimates approximate the timeliness of the workload
throughout the project.
SQURCE: PJ:008
SOURCE: Campbell, G.M., & Baker, S. (2007). The complete idiot's guide to project management

tath ed.) ipp. 75-76]. New York: Penguin Group.

B

To identify and better manage all project activities. Work breakdown siructure (WBS) is the process of

dividing project tasks into meaningiul components to compiate the project. Dividing the entire project into

smaller components helps the project manager identify tasks and effectively schedule, assign, and

monitor complex project activities. Project objectives are provided to stakeholders in the statement of

work (SOW) document, which may aisc include information about the costs associated with the project.

Although it is important for project managers 0 provide team members with feedback to improve their

performance levels, this is not a primary reason for developing a WBS,

SOURCE: PJ:O08

SOURCE Gido, J., & Clements, J.P. (2003). Successful project management (2nd ed.) Tpp. 103-1041
Mason, OH: South-Western. :

D

Technical. Effective project managers possess basic technical skills. Although many project managers
don't perform the technical tasks that the team members do, they still need to understand the technical
aspects of the project to answer questions, give directions, and solve problems. Interpersonat skills
involve the ability to communicate, interact, and build relationships with team members, Persuasion is the
ability to influence others' opinions or actions. Negotiation'is the ability to reach an agreement with
another party. interpersonal, persuasive, and negotiation skills are very important skills for project
managers tc possess; however, these skills do not directly relate to understanding how team members
actually perform their work. .

SOQURCE: PJ:007

SOURCE: Business Performance. {2003-2010). Project feam management. Retrieved August 8, 2011,

from http://www.businessperform.com/project-managemenUprojectmteam_management.htmi

C

Obijectives have been achieved. When a project closes, it ends. Before closing a project, ail members

involved with the project—the project manager, project team members, and the stakeholders—must

determine that the project objectives have been achieved. After all of the involved parties agree that the

project objectives have been-achieved, then they conduct activities to ciose the project, such as-cbiaining

feedback about processes, preparing final reports, dispersing equipment and supplies, and releasing

project team members. Some project team members may resume reqular duties; however, some team

members are contracted workers and their employment ends when the project ends. The project

manager, team members, and stakeholders do not need to agree that rescurces have been used

afficiently or that the project stayed within budget to close the project.

SOURCE: PJ:008

SOURCE: Campbell, G.M., & Baker, S. (2007). The compiete idiot's guide fo project management
(4th ed.) [pp. 332-337]. New York: Penguin Group.
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A customer complains that her/nis new celi-phone battery quit working after one week. Quality

management is the coordination of resources 10 ensure the degree of excellence of a process, good, or

service. If customers complain that goods are breaking or not working after a short pericd of time (=2.q.,

cell phone batteries), there may be a product-durability problem. After a problem is detected, the

business can determine why the probiem is occurring and then take steps io fix the probiem, which will

restore or improve the guality of the product, Returning a sweater that is a wrong size, complaining about

the way a steak has been prepared, and returning a software package because it does not work with a

computer are examples of compatibility issues.

SOURCE: QM:001

SOURCE: Plaisted, R. (2008, February 23). Product durability, do consumers care? Reirieved August
8 2011, from ht‘tp://www.organicconsumers.org/ar‘ticies/arﬁicie_i (578 cfm

C

Guides continuous improverment efforts throughout many levels of the organization. Capability Maturity

Madel integration (CMMY) is a software program designed to help businesses continuously improve thelr

processes, outputs, and performance levels. An advantage to using CMMI is that it can help guide

improvement for projects, for departments. or throughout the overall organizational structure. CMMI

software does not provide the business with confidential information about competitors, implement anline

permission-based marketing efforts, or summarize changes related to the gross national product.

SOURCE. QM:002

SOURCE: Carnegie Melion Software Engineering Institute. (2011). CMMI: Overview. Retrieved August
g, 2011, from http:/ivww. sei.cmu.edu/cmmi/

b

increased sales. Continuous improvement is an ongoing process that locks for ways to increase ihe

levels of excellence in relation to a process, good, or service. A potential benefit of improved processes is

increased sales. When guality improves, customer satisfaction iavels often increase, which often rasults

in & higher demand for the business's goods and services. Continuous guality improvement processes

can increase productivity (outputs), which lowers costs and increases profits.

SOURCE: QmM:003 '

SOURCE: Taylor, H. {n.d.}. Benefits of continuous quality improvement (CQI). Retrieved August 8,
2011, from http:f.’www.ehow.com.’facts,_S:%‘i7408_,_benefits-continuous-qualitynimpro-vement—
cqi.himi

D
No, the employee may be jeopardizing the business's financial well-being without first cbtaining
permission from management. Business policies are the rules or guidelines that employees must follow.
One reason that businesses develop credit policies is to protect the business from financial losses.
Offering credit to a customer who does not meet the business's cradit criteria may be costly to the
business because the customer may note able to make-instaliment payments for the product.
Empioyees who bypass these types of policies without proper authorization from management are
pbreaking company ruies, are not behaving ethically, and are, in many situations, fired for such kehavior.
Although some businesses have flexible policies, not all businesses do. Governments ragulate credit
practices, but they do not require businesses to offer credit to individuals and businesses that have poor
credit scoras of do not meet basic criteria.
SOURCE: RM:041 :
SOURCE: Diabay, L.R., & Burrow, J.L. (2008). Business finance (pp. 267-268). Mason, OH: South-
Western Cengage Learning.
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A .

Security. Risk management is & business activity that invelves the planning, controliing, preventing, and
procedures to limit business losses, Businesses use technology to minimize security risks. One way that
pusinessas control security risks is by installing firewalls on computer networks to prevent computer
hackers from chtaining confidential financial data {e.g., customers’ cradit-card numbers). Another way
that businesses control security risk is by limiting employees' access to certain financial information,
which ofter involves the use of passwords and security codes. Purchasing is the function of acquiring
goods and services for use in the business or for resale. Overhead is business expenses such as payroll,
rent, and utilities. Performance is the degree to which someons or something successiully accomplishas
an activily.

SOURCE: RM: 042

SCURCE: Harwocd, M. (2009, July 28). TJX sefiles dafa breach for $9.7 milijon. Retrieved August 8,

2011, from http:/fvww. securitymanagement.com/news/tjx-settles-data-breach-87-million-
005841

D
Government fines. Risk management is a business activity that invoives the planning, controlling,
preventing, and procedures to fimit business losses. Compliance with the law is an important aspect of
risk management. If a business does not comply with laws, the government may fine the business, which
could result in substantial financial losses, A substantial financial loss can hinder the business's ability to
achieve its goals. Increased inventory and decreased quotas are not risks that are directly associated
with failure to compiy with laws,
SCURCE: RM:043
SOURCE: BankersOnline.com. {n.d.}. Compliance risk. Retrieved August 8, 2011, from

hitp:/iwww bankersonling comitoois/riskmgt_compliancerisk.doc

B : .
Setting goals. The management function of deciding what will be done and how it will be accomplished is

nlomoimns A

slanning. An important aspect of the planning function is determining the goals or desired outcomes. Ali

_ other functions of management—organizing, staffing, contrelling, and directing—are affected by the

planning function. Monitoring work is an element of the control function of management. Training

employees and assessing their performance are elements of the staffing function of management.

SOURCE: SM:083

SQURCE: McNamara, C. (n.d.). How fo do planning. Retrieved August 8, 2011, from
http:/fmanagementhelp.org/plan_dec/plan_dec.htm

D

Reallocating resources. The organizing function of management sets up the way the business's work will

be done. Often, managers such as Caitlin need tc reorganize employees' workloads in order to

accomplish the business's goals. Providing employees with feedback is a controliing activity. Providing

empioyees with training is a staffing activity. Establishing goals is.a planning activity.

SQURCE: SM:064

SOURCE: Yu, M. (2010, March 5). The five basic functions of management. Retrieved August 8, 2011,
from hitp:/iwww teamextension.com/content/five-basic-functions-management

b

Necessary skills. Staffing is the management function of finding workers for a business. An important

aspect of staffing involves hiring employees to do the work. To hire quaiified employees, the managsr

must know what skilis are needed to perform the work. Investment goais, communication methods, and

reimbursement procedures are not primary staffing considerations when a manager decides to hire a

naw employee.

SOURCE: SM:0&5

SOURCE: Taleo Corporation. (2011). Staffing management. Retrieved August 8, 2011, from
hitp:/fwww taleo. comiresearch/g-staffing-management-18.php
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A manager disciplines an employee for inappropriate behavior in the workplace. Directing is the
management function of providing guidance to workers and work projects. An important part of guiding
workers involves disciplining them when necessary. Sometimes, when employses are not doing what
they need to be doing, managers need to discipling them. This might involive teliing them that ceriain
behaviors are inappropriate. Interviewing job applicants is a staffing activity. Coordinating tasks is an
organizing activity. Recommending changes is a controlling activity.
SOURCE: SM:066
SOURCE: Yu, M. (2010, March 5). The five basic functions of management. Retrieved August 8, 2011,

from http:/.‘www.teamextensionAcom/contenUfive‘basic:mfunctions-management



