Chapter 2

Communicating in Teams and Mastering Listening, Nonverbal Communication, and Business Etiquette Skills

Multiple Choice

1.  In participative management 


a. employees are involved in the company's decision making.


b. all top-level managers participate in profit sharing.


c. teams are discouraged in favor of individual achievement.


d. an authoritarian management model is used.

ANSWER: a; DIFFICULTY: moderate; PAGE: 35; TYPE: concept

2.  Which of the following is not a way teams help organizations succeed? 


a. Increase information and knowledge


b. Increase groupthink among members


c. Increase performance levels


d. Increase diversity of views

ANSWER: b; DIFFICULTY: moderate; PAGE: 35-36; TYPE: concept 

3.  Groupthink refers to 


a. the willingness of individual group members to set aside their 


    personal opinions and go along with everyone else.


b. the four-step decision-making process in groups.


c. software programs that help groups make decisions.


d. the basic rules that underlie a group's behavior.

ANSWER: a; DIFFICULTY: easy; PAGE: 36; TYPE: concept

4.  A hidden agenda refers to 


a. a meeting agenda that is not revealed to others outside the meeting 

    group.


b. individuals' private motives that affect a group's interaction.


c. an agenda that members must look for before they can attend a 


    meeting.


d. an approach to group dynamics that helps facilitate group 


    functioning.

ANSWER: b; DIFFICULTY: moderate; PAGE: 36; TYPE: concept

5.  Unwritten rules that govern the behavior of group members are referred to as


a. group maintenance roles.


b. parliamentary procedure.


c. group norms.


d. Robert's Rules.

ANSWER: c; DIFFICULTY: moderate; PAGE: 37; TYPE: concept

6.  Group members who are motivated mainly to fulfill personal needs play a 


a. team-maintenance role.


b. task-facilitating role.


c. self-oriented role.


d. coordinating role.

ANSWER: c; DIFFICULTY: moderate; PAGE: 36-37; TYPE: concept

7.  Group members who try to help people work well together are able to fill a 


a. team-maintenance role.


b. task-facilitating role.


c. self-oriented role.


d. coordinating role.

ANSWER: a; DIFFICULTY: moderate; PAGE: 36-37; TYPE: concept

8.  Only one sales representative can go to the conference in Hawaii, but both 

     Susan and Sean want to go. After much discussion and arguing, they draw 

     straws and Susan gets the trip. This is an example of  


a. a win-lose situation.


b. the five-step decision-making process.


c. the best way to deal with a conflict.


d. all of the above

ANSWER: a; DIFFICULTY: moderate; PAGE: 37-38; TYPE: application

9.  When it comes to resolving conflict in groups, it is a good idea to 


a. avoid all conflict in the first place.


b. hold off dealing with minor problems until the conflict becomes 


    major.


c. deal directly with resistance.


d. encourage participants to repress their emotions about the 


    situation.

ANSWER: c; DIFFICULTY: difficult; PAGE: 38; TYPE: concept 

10.  Which of the following is not a characteristic of effective teams? 


a. A clear sense of purpose.


b. Open and honest communication.


c. Decision making done primarily by the team leaders.


d. Encouragement of creative thinking.

ANSWER: c; DIFFICULTY: moderate; PAGE: 38-39; TYPE: concept 

11.  When composing collaborative messages, it is a good idea to 


a. establish a time line and deadlines for every part of the project.


b. begin by letting all members "do their own thing" and then seeing 

    what they all produce.


c. let all members use their own preferred software.


d. make the team as big as possible so that every possible area of 


    expertise will be covered.

ANSWER: a; DIFFICULTY: moderate; PAGE: 39-40; TYPE: concept

12.  When critiquing someone else’s writing, you should concentrate on 


a. finding as many typos, misspellings, and grammatical errors as 


    possible.


b. determining whether the document accomplishes its intended 


    purpose.


c. making the writer feel good.


d. all of the above

ANSWER: b; DIFFICULTY: moderate; PAGE: 40; TYPE: concept

13.  The biggest mistake in holding meetings is


a. sticking too closely to the agenda.


b. not inviting enough participants.


c. circulating the agenda too far in advance.


d. not having a specific purpose.

ANSWER: d; DIFFICULTY: moderate; PAGE: 42; TYPE: concept

14.  The key to productive meetings is careful planning of 


a. purpose.


b. participants.


c. location and agenda.


d. all of the above

ANSWER: d; DIFFICULTY: moderate; PAGE: 42-43; TYPE: concept

15.  A meeting agenda


a. is a formality that most groups skip these days.


b. should be circulated a few days before the meeting.


c. should be general rather than specific.


d. is only a guideline, and deviations are common and expected.

ANSWER: b; DIFFICULTY: moderate; PAGE: 43-44; TYPE: concept

16.  When conducting a meeting 


a. if some people are too quiet, leave them alone; they probably have 
   
    nothing to contribute.


b. if some people dominate the conversation, let them do so, since 


    they are probably the most knowledgeable attendees.


c. try to simply act as an observer, and let the meeting "run itself."


d. none of the above

ANSWER: d; DIFFICULTY: moderate; PAGE: 44-45; TYPE: concept

17.  Use of parliamentary procedure 


a. tends to slow meetings down.


b. contributes to dissension among participants.


c. protects the individual rights of participants.


d. is only useful for highly formalized, important meetings with more 

    than a dozen participants.

ANSWER: c; DIFFICULTY: moderate; PAGE: 44; TYPE: concept

18.  Parliamentary procedure is the same as


a. SEC Standards of Ethics.


b. Robert’s Rules of Order.


c. Generally Accepted Accounting Principles.


d. mediation.

ANSWER:  b; DIFFICULTY: moderate; PAGE: 44; TYPE: concept

19.  Meeting minutes should be taken


a. only at larger or more formal meetings.


b. only at smaller or less formal meetings.


c. at every meeting.


d. only when some members of the group cannot be present.

ANSWER: a; DIFFICULTY: moderate; PAGE: 45; TYPE: concept

20.  When questioned about material they have just listened to, most people are 

        likely to 


a. remember nearly all of the content correctly.


b. get the facts mixed up.


c. remember almost nothing.


d. fake an answer.

ANSWER: b; DIFFICULTY: moderate; PAGE: 47; TYPE: concept

21.  The first step in the basic listening process is 


a. physically receiving the message.


b. interpreting the message.


c. evaluating the message.


d. encoding the message.

ANSWER: a; DIFFICULTY: moderate; PAGE: 47; TYPE: concept

22.  Self-centered listeners habitually 


a. take control of the conversation and tell you their problems.


b. trivialize your concerns.


c. emphasize their own knowledge of the topic.


d. do all of the above.

ANSWER: d; DIFFICULTY: moderate; PAGE: 48; TYPE: concept

23.  Selective listening refers to


a. a highly focused form of listening.


b. listening in which the listener's mind wanders until something relevant 

    is said


c. a form of defensive listening.


d. listening only long enough to get a word in edgewise.

ANSWER: b; DIFFICULTY: moderate; PAGE: 48; TYPE: concept

24.  In part, poor listening occurs because people


a. think faster than they speak.


b. are uninterested in the subject matter.


c. are unable to think originally.


d. do all of the above

ANSWER: a; DIFFICULTY: moderate; PAGE: 48; TYPE: concept

25.  If you are listening mainly to understand and retain information imparted by a 

       speaker, you are engaging in 


a. content listening.


b. critical listening.


c. empathic listening.


d. active listening.

ANSWER: a; DIFFICULTY: moderate; PAGE: 48-49; TYPE: concept

26.  If you are engaging in critical listening, your goal is to 


a. understand and retain information.


b. understand the speaker's feelings, needs, and wants.


c. evaluate the logic and validity of the message.


d. appreciate the speaker's point of view.

ANSWER: c; DIFFICULTY: moderate; PAGE: 49; TYPE: concept

27.  If you are listening mainly to understand the speaker's feelings and needs, 

       you are engaging in 


a. content listening.


b. empathic or active listening.


c. critical listening.



d. sustained listening.

ANSWER: b; DIFFICULTY: moderate; PAGE: 49; TYPE: concept

28.  Nonverbal differs from verbal communication in that it  


a. usually occurs spontaneously.


b. often lacks intent.


c. often reveals information without your consent.


d. does all of the above.

ANSWER: d; DIFFICULTY: moderate; PAGE: 50; TYPE: concept

29.  If a person says one thing but sends a conflicting message nonverbally, 


a. people are more likely to believe the verbal message.


b. people are more likely to believe the nonverbal message.


c. people are more likely to just stop listening.


d. none of the above.

ANSWER: b; DIFFICULTY: moderate; PAGE: 50-51; TYPE: concept

30.  Touching behavior 


a. is the least important form of nonverbal communication.


b. is the great equalizer, putting people of different status on the same 

    footing.


c. should be completely avoided in all business situations.

d. is governed by relatively strict customs that establish who can touch        
    whom and when.

ANSWER: d; DIFFICULTY: moderate; PAGE: 51-52; TYPE: concept

31.  On average, what percentage of a company’s daily contact comes via the 

       telephone?


a. 40%


b. 55%


c. 80%


d. 95%

ANSWER: d; DIFFICULTY: difficult; PAGE: 58; TYPE: concept

32.  Which of the following is a valid claim in regard to using the telephone and 

       voice mail to conduct business?


a. When using the telephone and voice mail, you lose a great deal of 

    the nonverbal richness that accompanies face-to-face conversation.


b. Your attitude and tone of voice can effectively convey your 


    confidence and professionalism.


c. Your voice and attitude can impress others with your eagerness to help, 


    your willingness to listen, and your ability to communicate clearly.


d. all of the above

ANSWER: d; DIFFICULTY: easy; PAGE: 58-60; TYPE: concept
33.  If you answer the telephone for someone else, which of the following should 

       you always note?


a. the caller’s name


b. the caller’s location


c. the caller’s return number


d. both a and c.



ANSWER: d; DIFFICULTY: moderate; PAGE: 58; TYPE: concept

34.  When making business phone calls, which of the following questions should 

       you always ask?


a. To whom am I speaking?


b. Can you hold on for just a minute?


c. Is this a good time to talk briefly, or should I call you back?


d. Are you busy?

ANSWER: c; DIFFICULTY: moderate; PAGE: 59; TYPE: concept

35.  In business environments, voice-mail greetings should


a. never be longer than 30 seconds.


b. always be recorded by secretaries.


c. contain humor.


d. not insult callers by telling them to leave their name and number.

ANSWER: a; DIFFICULTY: moderate; PAGE: 60; TYPE: concept

True or False

36.  Companies today are looking for people who can work alone, since the trend 

       in business is for most employees to function independently. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 35; TYPE: concept

37.  Informal teams work within the formal organization to solve a problem or 

       work on a specific activity. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 35; TYPE: concept

38.  Solving a temporary problem involving office renovations would call for the 

       formation of a task force rather than a committee. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 35; TYPE: application

39.  Teams usually achieve lower performance levels than what would have been 

       accomplished by the members working independently. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 35; TYPE: concept

40.  In the phenomenon of groupthink, the team may arrive at poor-quality 

      decisions and even act unethically. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 36; TYPE: concept

41.  Free riders are group members who don’t contribute their fair share to the 

       team’s activities. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 36; TYPE: concept

42.  Group members who play task-facilitating roles are motivated to fulfill 

       personal needs, so they tend to be less productive than other members. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 36; TYPE: concept

43.  Group members who play team-maintenance roles help everyone to work 

       better together. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 36; TYPE: concept

44.  Until roles and status have stabilized on a team, it may have trouble 

       accomplishing its goals.

ANSWER: T; DIFFICULTY: moderate; PAGE: 36; TYPE: concept

45.  When making a decision, groups usually go through five phases:  orientation, 

       conflict, brainstorm emergence, and reinforcement. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 37; TYPE: concept

46.  Conflict between persons or groups in an organization is always destructive 

       and must be avoided at all costs.

ANSWER: F; DIFFICULTY: moderate; PAGE: 37-38; TYPE: concept

47.  To resolve conflict successfully, it helps to get feelings out in the open before 

       dealing with the main issues. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 38; TYPE: concept

48.  To resolve conflicts successfully, you focus on mutual gains while seeking 

       solutions. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 38; TYPE: concept

49.  Dealing directly with resistance is never good for team maintenance.

ANSWER: F; DIFFICULTY: moderate; PAGE: 38; TYPE: concept 

50.  If you encounter irrational resistance, you should avoid calling the person's 

       attention to it.

ANSWER: F; DIFFICULTY: moderate; PAGE: 38; TYPE: concept

51.  Convincing someone of your viewpoint depends as much on the other 

       person's frame of mind as it does on your arguments. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 38; TYPE: concept

52.  One of the characteristics of effective teams is that one leader tends to take 

       charge and make all the major decisions. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 39; TYPE: concept

53.  With collaborative writing, the usual outcome is a document that is inferior to 

       one that would have been produced by a single individual. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 39; TYPE: concept

54.  There is no such thing as an unproductive meeting. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 42; TYPE: concept

55.  If you are trying to solve a problem or make a decision, the more people in 

       your group the better.

ANSWER: F; DIFFICULTY: moderate; PAGE: 42; TYPE: concept

56.  The main role of the meeting leader is to be passive and let others speak 

       without interference. (p. 41)

ANSWER: F; DIFFICULTY: moderate; PAGE: 44; TYPE: concept

57.  Given a choice, people would rather talk to each other than write to each 

       other.

ANSWER: T; DIFFICULTY: moderate; PAGE: 46; TYPE: concept

58.  Most people need to improve their listening skills. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 47; TYPE: concept

59.  Defensiveness is a major barrier to effective listening. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 47; TYPE: concept

60.  Most people are unable to process information as quickly as a speaker talks, 

       so they get behind in comprehending what the speaker is saying. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 48; TYPE: concept

61.  The goal of content listening is to evaluate the logic, validity, and 

       implications of a message. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 48-49; TYPE: concept

62.  Good listeners specialize in one of the three types of listening and apply it to 

       nearly all situations. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 48-49; TYPE: concept

63.  The goal of empathic listening is to solve the speaker's problem. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 49; TYPE: concept

64.  One of the main advantages of oral communication is that you don't need to 

       plan what you're going to say or how you're going to say it. 

ANSWER: F; DIFFICULTY: moderate; PAGE: 50; TYPE: concept

65.  Nonverbal communication is like verbal communication in terms of intent 

       and spontaneity.

ANSWER: F; DIFFICULTY: moderate; PAGE: 50; TYPE: concept

66.  When you have a conscious purpose, you can often achieve it more 

       economically with words than with gestures. 

ANSWER: T; DIFFICULTY: moderate; PAGE: 50; TYPE: concept

67.  Nowadays, all business environments call for dressing in a style that is 

       elegant and refined. 

ANSWER: F; DIFFICULTY: easy; PAGE: 54; TYPE: concept

68.  On average, only about 10% of business is finalized at the dining table.

ANSWER: F; DIFFICULTY: moderate; PAGE: 57; TYPE: concept

69.  When receiving a telephone call for someone else, it is rude to ask for a 

        return number if the caller says it is not necessary.

ANSWER: F; DIFFICULTY: moderate; PAGE: 59; TYPE: concept

70.  To make sure important calls are returned, continue leaving voice mail 

       messages every one to two hours until the party you’re trying to reach finally 

       contacts you.

ANSWER: F; DIFFICULTY: moderate; PAGE: 60; TYPE: concept

Fill-in-the-Blank

71.  A ____________________ is a unit of two or more people who work 

       together to achieve a goal. 

ANSWER: team; DIFFICULTY: easy; PAGE: 35; TYPE: concept

 72.  ____________________  management is a way of involving employees in 

        the company’s decision making. 

ANSWER: participative; DIFFICULTY: moderate; PAGE: 35; TYPE: concept

 73.  Group loyalty can lead members into ____________________, a willingness 

        to set aside personal opinions and to go along with everyone else, even if 

        everyone else is wrong. 

ANSWER: groupthink; DIFFICULTY: easy; PAGE: 36; TYPE: concept

74.  Some group members have a ____________________ 

        _____________________, made up of private motives that affect the group's 

        interaction. 

ANSWER: hidden agenda; DIFFICULTY: moderate; PAGE: 36; TYPE: concept

75.  ____________________ _____________________ are the interactions and 

       processes that take place in a meeting. 

ANSWER: Group dynamics; DIFFICULTY: moderate; PAGE: 36; TYPE: concept

 76.  Group ____________________ are informal standards of conduct that 

       members share and that guide member behavior. 

ANSWER: norms; DIFFICULTY: moderate; PAGE: 36; TYPE: concept

77.  Teams need to learn how to handle ____________________ —clashes over 

       differences in ideas, opinions, goals, or procedures. 

ANSWER: conflict; DIFFICULTY: moderate; PAGE: 37; TYPE: concept

 78.  In ____________________ ____________________, a team of writers work 

        together to produce a single document. 

ANSWER: collaborative writing; DIFFICULTY: moderate; PAGE: 39; TYPE: concept

79.  When planning a meeting, the group leader prepares an 

        _____________________ of items to discuss. 

ANSWER: agenda; DIFFICULTY: easy; PAGE: 43; TYPE: concept

80.  The goal of ____________________ listening is to evaluate the message at 

       several levels. 

ANSWER: critical; DIFFICULTY: moderate; PAGE: 49; TYPE: concept

81.  The goal of ____________________ listening is to understand the speaker's 

       feelings. 

ANSWER: empathic; DIFFICULTY: moderate; PAGE: 49; TYPE: concept

82.  When it comes to nonverbal communication, your ____________________ 

        are especially effective for indicating attention and interest, regulating 

        interaction, and establishing dominance. 

ANSWER: eyes; DIFFICULTY: moderate; PAGE: 51; TYPE: concept

83.  The longer the time between the end of a question and the start of a reply, the 

       more likely a speaker is __________.

ANSWER: lying; DIFFICULTY: moderate; PAGE: 52; TYPE: concept

84.  When taking a telephone message for someone else, always ask for the 

        caller’s _____ _____, even if he/she says it isn’t necessary.

ANSWER: return number; DIFFICULTY: moderate; PAGE: 59; TYPE: concept

85.  You should respond to messages left on your voice mail within _____ hours.

ANSWER: 24; DIFFICULTY: easy; PAGE: 60; TYPE: concept

Short Answer 

86.  Briefly explain why the ability to work effectively in teams is so important in

       business.

ANSWER: Companies look for employees who work well in teams for a number of reasons, but primarily because organizations working in teams experience the highest improvement in performance. Teams also encourage creativity in workers through participative management.

DIFFICULTY: moderate; PAGE: 35; TYPE: concept

87.  Describe the primary difference between a committee and a task force.

ANSWER: While a committee is normally a long-standing team (and can even become part of the organizational structure), a task force is a temporary team formed to deal with a temporary problem or issue.

DIFFICULTY: easy; PAGE: 35; TYPE: concept

88.  What are four potential disadvantages of working in teams?

ANSWER: While teams yield numerous benefits, it is important to recognize the possible drawbacks of working in teams. Groupthink occurs when team members go along with the group even if the group is wrong. Some team members may have hidden agendas that can impede the team’s progress, while free riders do not contribute to the team’s work. Finally, the cost of coordinating group activities can be unreasonably high.

DIFFICULTY: moderate; PAGE: 36; TYPE: concept

89.  As the leader of a new task force, you notice that one of your team members 

       remains silent during meetings. What should you do?

ANSWER: The team won’t function to its potential if even one member doesn’t contribute, and this individual may be tuning out without really knowing why. It would be important to encourage him/her to participate by asking questions such as, “You seem cool to this idea. Have I made some faulty assumptions?” or “You’ve done a lot of work in this area.  What do you think?”

DIFFICULTY: moderate; PAGE: 38, 44-45; TYPE: application  

90.  Is it a good idea to take extensive notes during important conversations? 

       Explain your response. 

ANSWER: Taking extensive notes on facts and figures can actually keep you from listening carefully to what a speaker is saying.  It’s better to take quick notes summarizing major points.

DIFFICULTY: difficult; PAGE: 47; TYPE: application

91.  Why is nonverbal communication often more challenging than verbal 

       communication?

ANSWER: Nonverbal communication is more challenging because we often engage in it without intending to. We are sometimes unaware of what we communicate nonverbally, and we are unconsciously influenced by the nonverbal signals others send when interacting with us.

DIFFICULTY: moderate; PAGE: 50; TYPE: concept

92.  If you are new to a company, what is the best way to decide what type of 

      dress is appropriate in that organization?

ANSWER: The best way to learn what type of dress is right for those who work in a particular organization is to see what others who work there are wearing. Styles may vary widely among departments, so it is important to base your decision on the appearance of co-workers in the same area.

DIFFICULTY: moderate; PAGE: 54; TYPE: concept

93.  While having lunch with a client, what should you do with the business 

        papers you brought to discuss? Why?

ANSWER: Since the business part of most meals does not begin until after entrée plates have been removed, you should place the papers under your chair or under the table until then.

DIFFICULTY: moderate; PAGE: 57; TYPE: application

94.  How can you indicate that you are listening during a telephone conversation? 

       Why should you do so?

ANSWER: Frequently using phrases such as, “I see” and “That’s right” shows the other person that you are listening. It is particularly important to give that indication during telephone interactions because nonverbal cues (like nodding) are unavailable in that medium.

DIFFICULTY: moderate; PAGE: 58; TYPE: application

95.  During an informal conversation with co-workers, your cell phone rings. As 

       you answer the call, what dangerous nonverbal messages must you be careful 

       to avoid?

ANSWER: Answering a cell phone in public must be handled carefully since doing so can suggest that those around you are less important than your call and that you do not respect the privacy of the caller.

DIFFICULTY: difficult; PAGE: 59; TYPE: application 

Essay         

 96.  Describe at least three common types of teams companies often create.

ANSWER: Teams can be formal or informal, depending on whether or not they are part of the organization’s structure. Problem-solving teams or task forces are temporary teams created to solve temporary problems. A committee, on the other hand, is usually more permanent and can become a permanent part of the organization. Finally, virtual teams bring together employees in different geographic areas to interact, share information, and accomplish goals. 

DIFFICULTY: moderate; PAGE: 35; TYPE: concept

97.  Discuss four strategies to use when planning an effective meeting.

ANSWER: The first task is to decide whether the meeting will serve mostly informational or decision-making purposes, and if it will achieve both.  Next, meeting participants should be chosen carefully, limiting selections to those whose presence is absolutely essential. Then the location must be selected and reserved. Finally, the meeting planner should develop a suitable agenda and distribute it among the participants several days before the meeting.

DIFFICULTY: moderate; PAGE: 42-43; TYPE: concept

98.  Differentiate among the three primary types of listening.

ANSWER: Content listening focuses on understanding and retain what the speaker is saying. Critical listening, in contrast, is often more useful when the speaker is presenting an argument. In this type of listening, the listener’s goal is to evaluate the message on various levels. Finally, empathic listening is most useful when a speaker is primarily interested in sharing feelings. In this case, the listener’s goal is to appreciate the speaker’s point of view (whether or not the listener agrees with it).

DIFFICULTY: moderate; PAGE: 48-49; TYPE: concept

99.  In the U.S., how can a speakers use nonverbal communication to maximize 

       their credibility in business interactions?

ANSWER: Maintaining direct eye contact during conversations is one way to enhance your credibility. Another method is to use natural gestures to emphasize your points and convey the intensity of your feelings. Along with an open and relaxed posture, walking with confidence and grace can also contribute to the sincerity you demonstrate. Finally, controlling your voice so that your tone is conversational and your pace is moderately fast suggests that you know your subject and mean what you say.

DIFFICULTY: difficulty; PAGE: 53; TYPE: concept

100.  How can you make the most of the voice mail messages you leave when the 

         persons you call are not available?  

ANSWER: Some messages—such as those of praise—are never appropriate for voice mail and should be delivered only in person. Otherwise, the key to an effective voice mail message is planning what you’ll say before you actually make a telephone call. It’s also important to keep it simple, sound professional, and avoid making personal comments since someone else may be in the room when the caller retrieves your message. Whenever possible, it’s a good idea to replay your message before hanging up (you may decide that it needs revision), and you should never leave multiple, repetitious messages on the same subject. 

DIFFICULTY: moderate; PAGE: 60; TYPE: concept
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