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SINCLAIR POLICIES, PROCEDURES AND SERVICES

FOR STUDENTS

The purpose of these policies, procedures, and services is to help you succeed as a student at Sinclair.  Please carefully review and address any questions you might have to your instructor or the contacts provided below.

· Educational Support Services 

You may be eligible for free educational assistance if you are enrolled for credit.  Contact Tutorial Services in Room 10-444 or call 512-2792.  Tutoring is usually not provided for 200 level courses that have a prerequisite or developmental courses in which there are tutors.  Assistance is available to eligible students through the Office of Disability Services, Room 10-421, 512-5113.  You are responsible for informing your instructor of any instructional accommodations and/or special learning needs at the beginning of the quarter.  Tutoring information is available at http://www.sinclair.edu/departments/tutorial.  English as a Second Language information and services are available in Room 10-421 or call 512-5113. 

· Important College Dates

Please check the listing of important college dates contained in the Quarterly Class Schedule including withdrawal dates, application date for graduation, etc.

· Dropping a Course
If you drop a course during the fall, winter and spring quarters within the first eight calendar days (including Saturday and Sunday), you will receive a 100% refund and no record of a grade for that course.  Deadlines for summer courses and short term, non-standard courses have different drop deadlines.  Consult the Quarterly Class Schedule for these deadlines.  If you drop a course after the first eight calendar days but before the last day to withdraw, you will receive a “W”.  You may not drop a course after the last day to withdraw. Consult the Quarterly Class Schedule for specific deadline dates. Drop forms are available at the Office of Registration & Student Records, second floor of Building 10.  PLEASE NOTE:  It is your responsibility to obtain the drop form, complete the form, get a signature in Sinclair Central (10-242), and then turn that form into the Office of Registration & Student Records.  Keep a signed and dated copy of the drop form for your records.  Failure to follow this procedure will result in “F” grades being recorded on your permanent record. 

You may also drop courses by calling the Office of Registration and Student Records (512-3000 or 1‑800-315-3000), online using “Web Advisor” at http://my.sinclair.edu or accessing the telephone registration system (512-5454).  If you call the Office of Registration and Student Records, make sure you ask that a copy of the drop form be mailed to you.  

· Withdrawing from College

If you decide to withdraw from all of your courses during the fall, winter and spring quarters within the first eight calendar days (including Saturday and Sunday), you will receive a 100% refund and no record of grades for the courses.  Summer terms have different withdrawal deadlines.  Consult the Quarterly Class Schedule for these deadlines.  If you withdraw from your courses after the first eight calendar days but before the last day to withdraw, you will receive “Ws”.  You may not withdraw after the last day to withdraw. Consult the Quarterly Class Schedule for specific deadline dates. Withdrawal forms are available at the Office of Registration & Student Records, second floor of Building 10.  PLEASE NOTE:  It is your responsibility to obtain the withdrawal form, complete the form, get a signature in Sinclair Central (10-242), and then turn that form into the Office of Registration & Student Records.  Keep a signed and dated copy of the drop form for your records.  Failure to follow this procedure will result in “F” grades being recorded on your permanent record. 

You may also withdraw from all of your courses by calling the Office of Registration and Student Records (512-2736), online using “Web Advisor” at http://my.sinclair.edu or accessing the telephone registration system (512-5454).  If you call the Office of Registration and Student Records, make sure you ask that a copy of the withdrawal form be mailed to you.  

· Late Registration & Change of Schedule
Effective spring 2003, late and audit registration will be the week before classes begin.  During this 

period, you may register for, or add, any class that is open.  A late fee of $20 will be assessed if you 

register after the on-time registration ends.  This late fee does not apply to audit courses.  After the 

beginning of the quarter, you will not be permitted to register for any course that has already met 

for the first time.

You may register to audit a course during the week before classes begin.  YOU MAY NOT CHANGE FROM AUDIT TO CREDIT, NOR CREDIT TO AUDIT STATUS ANY TIME IN REGISTRATION PROCESS. You will not receive credit for classes you audit, nor can you qualify for veterans benefits for classes you audit.

· Attendance
You are expected to be present at all class sessions.  If you must be absent, it is your responsibility to contact your instructor and ask if missed assignments can be completed.  Excessive absences and work not completed may affect your final grade, financial aid, and VA benefits.

· Administrative Withdrawal
You may be administratively withdrawn from a class by your instructor for nonattendance.  He or she must advise you in writing at the first class meeting what attendance record would constitute cause for administrative withdrawal.  If you do not attend the first class, it is your responsibility to obtain a copy of all materials distributed at the first class meeting.

You may also be administratively withdrawn from classes as a result of a student conduct hearing with either a hearing officer or the student conduct committee.  Administrative withdrawals may be made when it has been determined that your presence on campus is potentially detrimental to the college, faculty, staff, students or yourself.

· Grades
Grades will be available the first Wednesday after the end of the quarter.  Students should choose one of the following ways to access their grades:

1. Email – A grade report will be emailed to all students by way of their My.Sinclair email address. Grades will be emailed as soon as all grades for the term are received.  This email will contain the student’s name and Sinclair ID and should be considered an official grade report. 

2. Web Advisor – Students may get an official grade report through their Web Advisor account.  Web Advisor is accessed through the My.Sinclair portal. Grades can be found by clicking on the “Grades by Term” link within Web Advisor.  The “Grades by Term” screen will contain the student’s name and should be considered an official grade report. 

3. Telephone – Students may call 512-5454 or 1-866-512-5454 to access their grades. Students should follow voice prompts to get their grades. If an official grade report is needed, students should access their grades by way of their My.Sinclair email address or their Web Advisor account. 

Letter grades are issued at the end of each quarter:

A
Excellent
I
Incomplete (unusual circumstances by contract only) 

B
Good
W
Withdrawal

C
Average
P
Pass

D
Passing
N
Progress

F
Failure
Y
Proficiency Credit

X
Audit
Z
Non-attendance

· Student  Behavior Guidelines

Treat your classes as you would a desirable job.  The instructor is a team leader and your fellow students are coworkers.  Everyone must work together to complete learning objectives.  These behaviors are expected of you:

1.
Attend all classes on time.

2.
Respect the rights of others to contribute by listening attentively.  Show consideration for students, instructors and other college employees.

3.
Participate appropriately and actively on topics presented in class.

4.
Complete your assignments on time.

5.
Ask for feedback from your instructors and peers to insure progress toward learning objectives.

6.
Resolve problems by immediately discussing issues with your instructors and/or peers.

Your student rights and responsibilities are detailed in the Sinclair Community College Student Handbook available in Student Activities, Room 8025.

· Safety and Security

You may access the Campus Police website at http://www.sinclair.edu/departments/campuspolice for information on safety, crime reports/statistics, the department’s annual report, and other services.  For more information, contact the Campus Police Department in Building 7, Room 7112 or call 512-2534.

· Academic Counseling

You are encouraged to meet with an academic counselor early in your studies at Sinclair.  Academic counselors are available to assist you in understanding your degree requirements, selecting courses, transferring to other institutions, etc.  In addition, prior to taking any action that will impact your schedule, (e.g., dropping or adding a course) it is strongly recommended that you see your academic counselor.

Allied Health

Room 6120; 512-3029
Developmental Studies

Room 6222; 512-2701
Engineering & Industrial Technologies

Room 3142; 512-2282

Business

Room 6131; 512-3054
Fine & Performing Arts

Room 2222; 512-2544
Liberal Arts & Sciences

Room 6121; 512-5134

Extended Learning & Human Services 

Room 9301; 512-2702



· Other Counseling

Counseling Services

Room 10324; 512-2752
Sinclair Central

Room 10242; 512-2201
Career Planning & Placement

Room 10315; 512-2772

· Testing Center

Exams are administered on a walk-in basis only at the Testing Center in Room 10445.  You must present a Tartan ID Card, driver’s license, or state issued photo ID at the time of testing.  You may have to wait during peak periods (lunch time, after 4:00 p.m., midterms, and finals).  You may call the Testing Center at 512-3076 to verify that your exam is on file and ready to be administered.  Children are not permitted in the Center and may not be left unattended in the lobby.  

3 ways to get your GRADES!

Email – A grade report will be emailed to all students by way of their My.Sinclair email address.  Grades will be emailed as soon as all grades for the term are received.  This email will contain your name and Sinclair ID and should be considered an official grade report.

Web Advisor – You can get an official grade report through their Web Advisor account.  Web Advisor is accessed through the My.Sinclair portal.  Grades can be found by clicking on the “Grades by Term” link within Web Advisor.  The “Grades by Term” screen will contain the your name and should be considered an official grade report.

Telephone –Call 512-5454 or 1-866-512-5454 to access your grades by way of the telephone.  Follow the voice prompts to get your grades.  If an official grade report is needed, you should access your grades by way of your My.Sinclair email address or your Web Advisor account.
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Workbook Assignments

TIPS FOR SUCCESS

The most successful students have provided insight into their high quality accomplishment of the workbook assignments.  The following are tips to help you achieve success in the completion of the workbook assignments:

1. Read the chapter first.  Read it before you begin the workbook assignment.

2. Be sure to re-read the specific text material about which the scenario is based.  Read the material thoroughly; it is easy to misunderstand the material if you skim.

3. Read the workbook questions very carefully, so as to completely understand what the question is asking.

4. When definitions are asked for, provide both the textbook’s definition and a translation of the definition from the text’s words into your own words.

5. Answer each question independent of the previous questions.  Be sure that a reader can understand each answer without having to read any other answer.

6. Be sure you have answered all of the questions.  

7. Always use complete sentences, proper grammar, and correct punctuation.  Written skills are critically important for success in life ( this is a great opportunity to demonstrate those skills.

8. Double space your paper, for both typewritten and handwritten papers.  (Do not attempt to complete your assignment on the workbook pages ( some spaces are insufficient, and, either way, it is hard to read ( use the workbook as your rough draft; then transfer to a final, preferably typewritten, paper).
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Definition of Communication: 

The generation of shared meaning through symbolic transaction.

Communication includes:

· Transmitter & Receptor

· Channel

· Feedforward & Feedback

· Perceptions

· Meaning

· Noise

· Contexts

· Transaction

· Message

Name:  __________________________
    Section: ___________     Date:  __________
Long Distance Assistance

   (9-16)

Anne works for Microhard Software in its customer service division.  It is her job to help Microhard customers solve software problems over the phone.  Anne is very competent in her knowledge of the software and the potential areas for breakdowns.  She is comfortable with her interpersonal skills when dealing with people face-to-face, but she is unable to communicate effectively over the phone.  Anne is frustrated that she does not receive enough feedback from her clients, and that they cannot see her descriptive gestures.  She is also used to using jargon at work, and often confuses her customers.  Anne’s supervisor is supportive of her during the new hire probationary period, but that is coming to a close.  Although Anne loves Microhard, she considers looking for another job.

1. Based on the model of communication on the previous page, what might impact Anne’s ability to communicate effectively over the phone?  Please include specific elements of the model in your answer.

2. When she is on the phone, how could Anne increase the amount and quality of feedback she is receiving from her clients?  Please include both verbal and nonverbal options.   Indicate which options are verbal and which are nonverbal.

3. Why would these options work?

4. What does this scenario help us understand about verbal and nonverbal communication?

Name:  __________________________
    Section: ___________     Date:  __________
Friends For Life




  (17-20)

Lou and Sal have been friends their whole lives.  They met when they were infants, and their parents were next door neighbors.  They attended school together, played sports together, and even doubled on their first date.  Each seeks the opinion of the other on a variety of topics (e.g., "What do you think of the new processor?"  "Have you checked out the new coffee house?" "Who is going to win the election?").  They give each other honest feedback, and never shy away from intimate topics.  Both are supportive of each other and try to help one another out in personal and social situations.  Lou and Sal think their friendship can withstand anything.

1. Define and explain the 4 functions of interpersonal communication.

2. Please provide examples of the functions that are demonstrated in the scenario.  Be sure to list the function with the examples.

3. What other relational factors contribute to the success of Lou and Sal’s relationship?

Name:  __________________________
    Section: ___________     Date:  __________
Too Much Noise




  (13-14)

Tamieka is waiting to be interviewed for a job in drafting and design.  Part of her experience for the job is extensive work with the CAD system, which she gained as a co-op student with a local engineering firm.  Her prospective employer is late for the interview.  As the minutes tick by, Tamieka becomes more and more anxious.  Her head is hurting and she fears a migraine is starting.  Finally, almost 20 minutes late, her interviewer arrives.  She escorts Tamieka into her office.  Tamieka is directed to sit upon a bright orange vinyl sofa, which squeaks at her slightest movement.   Tamieka hears a cellular phone ringing in the interviewer’s briefcase.  After the call is completed, Tamieka’s interview is interrupted by an intercom buzzer, and the secretary’s voice announces the next interviewee.  The interview questions are focused on her ability to work with CAD, but the interviewer uses jargon that Tamieka does not understand.   As Tameika leaves, she feels confused and believes the interview did not go well.

1. Define noise, using the textbook definition.

2. List and define the two sources of noise.

3. List the five types of noise.  Explain which types of noise are under Tameika’s control, citing specific details from the scenario to support your answer.  

4. Explain which types of noise are NOT under Tameika’s control, citing details from the scenario to support your answer.  

Name:  __________________________
    Section: ___________     Date:  __________
“Mubarek's Search” 



  (70-76)

Mubarek was shopping for a birthday gift for his mother at the local mall.  He knew that she would love to have a warm scarf to get her through the winter, and thought a scarf would be the perfect gift.  Entering the department stores, Mubarek searched for an individual who appeared to be a store employee.  He was grateful that the employees wore name badges.  He then asked the employee where the scarves could be found.  After finding the proper department, Mubarek searched for a woman who was close to his mother’s age and style to help him review the selection.  After considering all the input from the sales people, his “mother types,” and reviewing the clothes his own mother wore, he found the perfect scarf and purchased it.  “Better hang on to the receipt,” he thought, “just in case!”  At his mother’s birthday party, Mubarek was shocked to see his sister had purchased the exact same scarf for their mother.  “No problem, Mom.  I can exchange it for you.  I’ll just go back and find Annie,” Mubarek said with a smile.  

1. Define perception.   

2. List and define the five stages of perception, using the text as a resource.

3. Name each stage again, and give a very specific example from the story that illustrates Mubarek’s completion of that stage.  

4. What influenced Mubarek’s perception of people and of scarves in the store?  

Name:  __________________________
    Section: ___________     Date:  __________
The Engineer, She...



  (70-76)
Stuart has worked for XYZ Engineering for 30 years.  He has been a driving force in some of their breakthrough plastic technology and has risen through the organization ranks from design assistant to engineering project manager.  Because Stuart has had such a long and successful history with the company, he has been asked to train and mentor two new employees.  Stuart has held this role in the past on numerous occasions, but this time it is different.  It is the first time that Stuart will be mentoring and training two young female design assistants.  His only experiences with women in the workplace have been in subordinate support roles.  During their initial meeting, Stuart discovers that Sue and Marsha have excellent skills and are committed to a good work ethic.  He still feels uncomfortable in his role.

1.  What is the definition of perception?

2.  What are some factors in the scenario that influence Stuart's perception of

     Sue and Marsha?

3.  What is the definition of stereotyping?

4.  What is Stuart's role concerning Sue and Marsha?  How can he prevent stereotyping from interfering with his effectiveness in this role?  

Name:  __________________________
    Section: ___________     Date:  __________
Actions Speak Louder 


  (70-76)

Anita entered a room, and was greeted by an enthusiastic, “Hi!  Are we glad it’s you!”  Anita learned from the patients that they were uncomfortable with the nurse who had preceded her.  The patients told Anita that the previous nurse always seemed to be in a hurry, and that she never looked them in the eye or took time to smile or listen attentively to their comments.  They were uncomfortable with the way the nurse would ask them for personal information or the status of their condition and respond with an almost condemning “uh-huh.”  The nurse was reportedly rough when tending to their wounds or helping them with personal hygiene issues.  Anita listened to the patients’ complaints, assured them that she would look into the matter, and left the room.   Anita was torn between taking the problem to the nursing supervisor and talking with the other nurse directly, but felt compelled to take some action.

1. What is perception checking?

2. Should Anita use perception checking when proceeding with her response to the situation?  If so, why?  If not, why not?

3. Write a perception check Anita could use in this situation.

Name:  __________________________
    Section: ___________     Date:  __________
So Many To Choose From…

  (70-76)

Ramon sat behind his desk.  He was frustrated.  As office manager of System to System, he was asked to choose a new network program for the office.   Four different sales representatives had visited Ramon in the last two days.  He was tired of people with too white smiles, too deep of laughs and too much information.  At least 150 pages of data on the various network systems were all across his desk.  Ramon ran his hands through his hair.  “OK, what exactly do I need,” he said out loud.  Ramon pulled a legal size pad out of his desk and began to write. “We need an interoffice e-mail function, a scheduler, database access and file manager.”  Ramon began leafing through the glossy brochures left by the sales representatives.  “Let’s see who’s got what it takes.”  Within an hour, Ramon emerged from behind his desk with a smile.  “Lois, please call Lisa Stanley with Emergent Information Systems.  I believe she said she could pull some numbers together in 24 hours.  Tell her I need a hard quote by tomorrow.”  Ramon put all the brochures in a file marked “Network.”  He smiled and hoped the quote would fit their budget.

1. What is the definition of perception?

2. Name and explain the steps of the perceptual process.

3. Using details from the scenario, explain how Ramon used each of the steps in the perceptual process as he made a decision about new network software for the office.

Name:  __________________________
    Section: ___________     Date:  __________
“Mom and Dad, this is Alex….”    (70-76)

 

“Mom, are you sure it’s all right for Alex to come with me for Thanksgiving?  I know that things are crazy with Uncle Jim’s family coming in, but I really want you to meet Alex.”  Vanessa hadn’t heard Joe sound this excited about someone in a long time and was thrilled.  “Sure, Joe.  There’s always room for one more around the table, and from everything you’ve told us about Alex, we want to meet this person!”  Vanessa had always worried about Joe.  She was afraid he was destined to be alone.  He was getting older, and had never had a relationship that lasted for more than a few months.  Each woman seemed wonderful to Vanessa and her husband, but Joe just wasn’t comfortable with one thing or another.  Since moving from Cincinnati to Phoenix, Joe hadn’t been home much and Vanessa worried about him being alone in a strange place.  Once Joe began to describe Alex -- how Alex was intelligent, fun, and witty -- those worries left Vanessa.  He spoke of Alex’s eyes, and how Alex was a good listener and made Joe feel stronger as a person.  When she thought about Joe’s comments, Vanessa couldn’t imagine a more perfect candidate for a daughter-in-law.  

 

On the Wednesday before Thanksgiving, Vanessa waited for her husband to return from the airport with Joe and Alex.  She was taking a pie out of the oven, when the back door opened.  Vanessa looked up to see Joe’s smiling face.  “Hi, Mom!  It’s so great to see you.” Joe gave his Mom a big hug.  When they broke from the embrace, Vanessa looked behind Joe to see a tall, attractive, blond man.  “Mom, this is Alex.”  Vanessa paused for a split second, and then extended her hand in greeting.  “Welcome to our home, Alex.”

 

1. Name and define the steps of the perceptual process.

2. How did Vanessa complete the steps of the perceptual process to create her mental image of Alex before actually meeting him?  Be specific, naming each step with your explanation.

3. How does Vanessa appear to complete the perceptual process upon meeting Alex face-to-face? Be specific, naming each step with your explanation.
Name:  __________________________
    Section: ___________     Date:  __________
When I'm A Doctor…



  (39-48)

Mai Lee has decided to continue her education and become a doctor.  During her 4 years as a nurse, many people have commented on her ability to analyze the medical condition of her patients and on the positive regard patients have for her.  Mai is dedicated to her new goal.  She always says, “WHEN I finish medical school,” not “IF I finish.”  Her positive experiences in nursing school help to boost her self-confidence.   Carrying the highest possible GPA while working as a full-time aide in a local hospital was not easy.  Mai knows that she could continue in nursing and move into administration, but she is pulled toward the practice of medicine.  She has a new found respect for the doctors she encounters, and often quizzes them about their medical school experience.  She never seems to tire of their stories of little sleep and high stress.  Most of the doctors welcome Mai Lee’s questions about procedures and support her goal.  She sees them as the success she would like to become.  Some doctors act as if they are annoyed with Mai Lee’s very presence, saying, “Be quiet and do your job, Nurse.”  Still others simply ignore her attempts to learn. Nothing stops Mai Lee from working hard to achieve her goal, however.

1. What is the definition of self-concept?

2. What forms the self-concept?

3. How do Mai Lee's personal experiences affect her self-concept?  Cite and explain specific examples from the scenario.

4. How do the interactions Mai Lee has with others affect her self-concept?  Cite and explain specific examples from the scenario.

5. From your perspective, what other things may be influencing Mai Lee's self-concept?

6. Do you think Mai Lee is demonstrating a healthy attitude toward self and others?  Why or why not?

7. How does her self-concept impact her interactions with others?

Name:  __________________________
    Section: ___________     Date:  __________
Can John Adapt?                          (39-48)

John has been asked to move from engineering to sales in order to help promote a new clutch mechanism on heavy trucks.  As John was one of the design engineers on the product, he is very comfortable with his knowledge of the product, its manufacture and its competitive edge.  John, however, has never considered himself a “people person,” always preferring to sit and tackle engineering problems instead of playing “office politics.”  The thought of having to approach strangers is frightening to John, and he begins to wonder if the career advancement and monetary gain are worth leaving his engineering position.  When his first assignment is to update the other sales representatives on the clutch mechanism, he panics.

1. What is the definition of self-concept?

2. How will John's self-concept affect his behaviors in his new position?

3. How might John’s perception of the sales team impact his ability to succeed in his new role?

Name:  __________________________
    Section: ___________     Date:  __________
One Step Forward…


       (39-48)

Clarisse was assigned to train some new employees on office systems at her place of employment.  Clarisse, an “A” student who achieved her Bachelors degree, has been employed by a major corporation in computing systems for the last three years.  Clarisse is excited to try group training, as she has had many successes training her co-workers on a one-to-one basis when system revisions have occurred or new systems have been implemented.  On the first night of class, Clarisse was positive and energetic.  She enthusiastically welcomed her 15 trainees, who all seemed eager to get to work.  Clarisse began by introducing the various databases they would be using, and started the group on a word processing project.  At break time, Clarisse noticed one woman who simply sat and stared at the computer screen in front of her.  The screen was blank, not even active.  “What happened to your computer?  What have you been doing for the past hour?”  Clarisse asked.  The woman replied, “I haven’t done anything. I can’t figure out how to turn this thing on.”  Clarisse was shocked and somewhat embarrassed that she had not noticed the woman’s confusion earlier in the evening.  She decided to spend break time creating a new training strategy.

1. What is the definition of perception?

2. What is the definition of context?  (p. 15)

3. How does the training context influence Clarisse’s perception of the trainees?

How might it influence the trainee’s perceptions of Clarisse?

Name:  __________________________
    Section: ___________     Date:  __________
Which Job Is For Me?



  (39-48)

Lydia stared at the Want Ads from the Daily Tribune.  “I have to get a job before next quarter,” she sighed.  “My financial aid is topped out and I am only 15 credits away from finishing my degree.  If I could get a great part time job, I might make enough to pay for school and books, although eating might be a problem.”  Lydia scanned the ads for wait staffs at local restaurants, tele-marketers and janitorial services.  She stopped briefly at an ad for temporary help.  Lydia had great typing skills and folks said she had a great phone voice.  She enjoyed organizing things, and even thought filing wasn’t all that terrible.  Lydia began to think about how exciting working in an office would be as opposed to some of her other options.  She called her best friend, Jenai.  “Jenai, I’m thinking about applying for an office temp job.  What do you think?”  “Girl, don’t bother me with this now.  Jonell is sick and I’m trying to get her to take her medicine.  You do whatever and call me back.”  Lydia needed some support.  She called her Dad.  “Dad, I’m thinking about applying for an office temp job…”  No sooner were the words out of her mouth, than her father interrupted her.  “That’s great, Baby.  You call them up and knock ‘em dead.”  Lydia smiled to herself.  She went to the phone and dialed the Office Temp Service number.  “This could work out just great.”

1. What is the definition of self-concept?

2. Explain how the self-concept is formed.

3. Using details from the scenario, provide examples of each element of Lydia’s self-concept.

Name:  __________________________
    Section: ___________     Date:  __________
In The Safe Zone



(266-273)

You are asked to work with a newly hired engineer.  Sam is preparing for his first meeting with the Director of Engineering.  You have been asked to join them and discuss Sam’s strengths and weaknesses on the job.  Sam has been extremely prompt and dependable at work.  He has completed all jobs assigned to him, and is gaining the respect of the other engineers in his department.  You have noticed that Sam is not willing to take on much initiative where problems are concerned, choosing, instead, to wait for explicit instructions.  His lack of initiative is holding up the creation of a prototype.   There appear to be some basic design flaws.  The senior engineers do not have the time to work on these basic design problems which they term “hand holding.” 

1. What is the definition of supportive climate?

2. Name and explain the six behaviors that contribute to a supportive communication climate.  

3. Create an appropriate statement to Sam using each element of a supportive climate.

Name:  __________________________
    Section: ___________     Date:  __________
How Should I Help Her?

    (266-273)

Shep had begun his rotation on the cancer ward.  He noticed that one of the patients was new, and had just received surgery to remove a tumor.  She was a young woman with ovarian cancer, and was in tears.  Shep wanted to take some time and try to console her, but he had other patients who also needed his attention.  He made it a point to come back and check on her frequently, but when he entered her room and saw her depressed state, he didn't know what to say to her.  Finally, near the end of his shift, the patient turned to him and asked, "How much longer do you think I will live?" 

1. Define supportive climate.

2. What are the benefits of creating a supportive climate in this instance?

3. What should Shep do to create a supportive climate under these difficult circumstances?

4. What situational constraints might hinder Shep's efforts to be supportive?

5. How can these situational constraints be overcome?

Name:  __________________________
    Section: ___________     Date:  __________
I Need To Ask A Few Questions










    (266-273)

Janine is a nurse working in the intensive care unit of a major metropolitan hospital.  She needs to obtain some important information about a patient’s current condition.  The patient does not speak English.  The patient’s wife does speak English, but is very uncomfortable in the hospital surroundings.  She is not giving Janine any specific answers about her husband’s current physical condition.

1. What is the definition of a supportive climate?

2. List the six behaviors that contribute to a supportive climate.

3. For the supportive behaviors of equality and empathy, describe specific nonverbal behaviors that Janine could use to help the patient’s wife feel more comfortable.  

4. Focusing on the supportive behavior of problem orientation, create a specific verbal statement that Janine could use to help the patient’s wife feel more comfortable.

5. Create a specific verbal statement using the supportive behavior of description that Janine could use to help the patient's wife feel more comfortable.

6. Why should Janine be concerned about creating a supportive climate in this instance?

Name:  __________________________
    Section: ___________     Date:  __________
Collaboration Or Competition?  










     (266-273)

Evelyn has been asked to make a presentation to the executive staff of her organization.  Her goal is to review all of the latest engineering projects and patent applications in her department.  She has been asked to include indications of what her colleagues are developing for the future as well.  In order to complete the presentation, Evelyn thinks she should meet with the members of her department to make sure that she will represent them properly and to ensure that she has all the information about their current and future projects.  Evelyn decides to meet with each engineer individually, and begins to set up the meetings. 

1. What is the definition of a supportive climate?

2. Name and explain the six behaviors that should be used to create a supportive climate.

3. For each of these behaviors, use specific information from the scenario to create statements Evelyn could make in the meetings that could help to develop a supportive climate.  Explain your choice of wording for each statement (why would she use those specific words?)

Name:  __________________________
    Section: ___________     Date:  __________
Everybody's Talking At Me!
     (142-147)

Lucilla was a good student and planned to study for her Radiologic Technician’s Certificate.  She was thrilled to begin her first day at college, where she had registered for a full load of courses.  One of the academic counselors had suggested a special section of the interpersonal communication class to help Lucilla learn to deal with patients more effectively.  She entered the class and took a seat near the front of the room.  As the other students wandered into the class, Lucilla looked at them and smiled.  After a short time, she was confused.  The words the students were using were not familiar to her.  Some common words were used in a way that Lucilla could not understand.  Students were talking about “hitting the screen,” “passing out” of a class, working “24-7” just to keep up with classes.  The instructor finally entered the room, called roll, Lucilla answered “here” and was given a partner to interview as an ice breaking exercise.  The partner helped Lucilla feel a little better by stating, “After awhile you’ll get used to the way we talk.  Just give yourself time to learn the language.  It’ll come to you.”  Lucilla left the class eager to be successful in her new environment.

1. What is the definition of language?

2. Name and explain the two kinds of meaning in language.

3. Does Lucilla attempt to interpret the slang connotatively or denotatively?  Explain your response.

4. Why is becoming aware of denotation and connotation important in effective interpersonal communication?

Name:  __________________________
    Section: ___________     Date:  __________
So What’s The Difference?
     (142-147)

Marian had worked for Fosters and Dulles Law Offices for five years as their front desk receptionist.  She enjoyed her position and the interaction she had with the members of the law office and the numerous clients who would call or come in for appointments.  A position opened up as a personal assistant to one of the senior partners in the firm.  Marian was given the position.  While Marian knew she would miss her old desk, she was looking forward to the new challenges that awaited her.  Her first duty was to train the new receptionist on phone procedures and the software package Fosters and Dulles used to keep track of messages and appointments.  There was also a database attached to the software package, which allowed Marian to send birthday greetings or other notes of congratulations to Fosters and Dulles clients on behalf of the company.  The new receptionist was bright and eager to get to work.  Marian stood behind the new receptionist while she began to answer the phone.  “Fosters and Dulles, Attorneys at Law,” the new receptionist said.  Marian had to correct her, “It’s Fosters and Dulles Law Offices.”  The new receptionist attempted to schedule an appointment for one of the attorneys.  “You left the memo space blank,” Marian scolded.  “If you do that they won’t know what the appointment is for.  Is it a N.C. or a wrap-up; is it a deposition or a debrief?”  The new receptionist turned to Marian and said, “What the heck is the difference?  All day long you have nit-picked what I’m doing.  What’s your point?”  Marian tried to put it into words, when she realized that words were the source of the problem.

1. What is the definition of language?

2. Name and explain the two types of meaning found in language.

3. What type of meaning is causing the misunderstanding between Marian and the new receptionist?  Explain your choice, citing details from the scenario to support your answer.

Name:  __________________________
    Section: ___________     Date:  __________
“As An Engineer, I Do These Things…”





     (142-147)

Janae was nervous. Her son had invited her to visit his third grade class on Career Day.  Janae had been an aerospace engineer with NASA for the past ten years and worked on a number of advancements in booster rocket design.  She entered the classroom timidly, took a deep breath and searched frantically for her son.  Once she took the seat next to him, the teacher’s voice seemed to blast Janae out of her seat; “Class, Rahid’s mother, Ms. Wallace, has come to talk to you about the career of engineering.  Ms. Wallace, would you come to the front of the class, please?”  Janae stood up and faced the class.  There was a sea of waving hands competing for her attention.  “OK, I guess we’ll start with questions.”  One by one the children called out their questions:  “What kind of train do you drive?”  “Where are your overalls?”  “If the train is moving, when do you get to sleep?”  Janae smiled.  “I’m not that kind of engineer.  I am an engineer who designs things.  I help make booster rockets for the aerospace industry.”  The class became silent.  Finally, one little hand was raised.  “What’s a booster rocket?”

1. What is the definition of language?

2. Name and explain the two types of meaning found in language.

3. Why do the children in the class have a different denotative meaning for some of the language used by Janae?

4. What could Janae do to help the children in the class understand her language?

Name:  __________________________
    Section: ___________     Date:  __________
“This Is NOT Groovy!” 

    (142-147)

Jack had run out of excuses.  He finally had to take his turn chaperoning his daughter’s junior high dance.  Jack was not looking forward to the loud music or the dancing teenagers.  ESPN was more his speed for a Friday night.  “Dad, come on.  We’ll be late.” Jack reluctantly walked into the gym, feeling the pulsing beat of the music before he even entered the room.  He saw two other chaperones and moved toward them.  “Hey,” he yelled.  “What kind of music is this?”  “It’s hip-hop,” answered one adult.  “Hip who?” “You’ll get used to it, “ the third chaperone answered.  “Word, Mr. Frank,” a young man said to Jack.  “Your daughter is pretty fly tonight.”  Jack turned to the other chaperones, “Is that a good thing or a bad thing?”

1. Define language.

2. Name and define the two types of meanings as noted in the text.

3. Explain Jack’s confusion with the student’s terminology by relating his confusion to one of the language meaning types from Question #2.  Cite examples from the story to support your answer. 

4. Do you think Jack could easily share connotative meaning with the junior high students?  Why or why not?  Use specific terminology from Chapter #5 to explain your thinking.

Name:  __________________________
    Section: ___________     Date:  __________
This Is Our Design Area

    (181-197)

You have been asked to escort a representative of a new client through your engineering department.  The client has hired your firm to do some design work on a few of their products.  Their representative is not an engineer, but will be the main source of interaction between your department and his company.

1. What is the definition of nonverbal communication?

2. How would you use the following nonverbal elements to create a comfortable environment for the representative during the tour? 

· Kinesics 

· Proxemics

· Paralanguage

· Clothing and Artifacts

· Chronemics

3. Why would creating a comfortable environment for the visitors be important?

Name:  __________________________
    Section: ___________     Date:  __________
“Can You See Me Calling You?”










    (186-188)

Louise and Ed have recently joined an organization as data entry specialists.  They have similar professional backgrounds, similar skill levels, and hold the same position as part of the organizational structure in the organization.  Louise begins each workday by describing her evening’s activities, complete with physically re-enacting her favorite scene from the situation comedy she watched the previous night.  Ed begins his workday by immediately signing on to his computer, and although he responds to Louise’s acting with an occasional “wow, that’s exciting,” his intense face conveys his desire to continue working without interruption.  At lunchtime, Ed likes to eat promptly at noon.  He enjoys eating with Louise and has few friends in the organization.  Since Louise is often preoccupied with the mountain of work she needs to finish, Ed usually leans his head in her office to check if she might be willing to take a break and have lunch with him. Unfortunately, Louise is often busily catching up on her work and ignoring the clock, and does not notice Ed’s attempts to capture her attention.  She is too busy chewing on her lower lip while her fingers race on the keyboard in a frantic attempt to finish a project before lunch.  To catch Louise’s attention, Ed often clears his throat before asking her if she has lunch plans.  At day's end, Ed and Louise walk to their cars together and wave as a parting gesture.

1. Define nonverbal communication.

2. Name and define the types of bodily cues.  

3. Name each type of bodily cue and cite a specific example from the scenario that demonstrates its use by Louise or Ed.  Please use each example only once.  

Name:  __________________________
    Section: ___________     Date:  __________
It's All In How You Say It

     (189-192)

Kjirsten and Vincent walk into the Priest’s office to begin discussing wedding plans.  They have met Father Tom many times before, but they are nervous about the meeting.  When Vincent greets Father, his voice reflects his nervous state.  “uh…uh…Hi, Father Tom.  The wedding’s getting close, isn’t it?”  “Relax,” Father Tom replies.  Kjirsten, sensing Vinnie’s nerves, begins an explanation of their wedding plans.  ‘I think we want to use a reading from Ah-kleez…Eck-cleeze…um…”  “Slow down,” Father Tom advises.  When the priest begins asking the couple a few questions about the Scripture readings they would like to include in the service, Kjirsten and Vincent answer in a barely audible whisper.  The priest throws up his hands, “You guys have got to relax.  Let yourself speak and react naturally.  Don’t be so frightened of me.  I’m not going to hurt you.”  The couple begins to laugh, and the wedding service is planned successfully.

1. What are the four elements of paralanguage?

2. Explain how each of the elements are represented in the scenario, citing specific details to support your answer.  

3. What are some situational factors that influence Vincent and Kjirsten’s vocal elements of paralanguage?

Name:  __________________________
    Section: ___________     Date:  __________
You Can’t Mean Me


     (186-192)

Khrista thinks she is an excellent nurse.  She has worked in the same hospital for 6 years, and has always received a positive performance review.  The nurses on her unit were nervous because a quality control group was assessing their effectiveness and efficiency, but Khrista wasn’t concerned.  On Monday morning, Khrista began to make the rounds of her patients.  She entered their rooms with a brisk “hello,” and proceeded to open the drapes with great vigor.  After breakfast, she would look disapprovingly at those patients who did not eat all their meal.  When confronted with a patient who was in great discomfort her voice would take on a quick clip and firm tone, “Be strong.  You can handle it.  Getting well is all in the attitude.  Are you going to beat this, or will it beat you?”  After lunch Khrista met with the quality control team.  She was informed that her patients found her to be bossy and overbearing.  A few patients even said that they could not relax when she was around.  Khrista was shocked.

1. What is the definition of nonverbal communication?

2. List and explain the types of bodily cues.

3. Which bodily cues does Khrista use in this scenario?

4. What is paralanguage?

5. How does Khrista use paralanguage in this scenario?

6. Do you think Khrista’s nonverbal communication behaviors are appropriate for her role as a nurse?  Why or why not?

Name:  __________________________
    Section: ___________     Date:  __________
“Is Anybody In There?”         (104, 117-123)

Margaret was riding the bus to her job at the phone company.  At a stop immediately after hers, an older man sat down.  Margaret was reading a novel that she had been trying to finish for the past two weeks.  It was an intricate spy thriller, and plot twists kept the reader on her toes.  It seemed that if you missed even one word, the entire story line was lost.  As Margaret began the final chapter of the book, the man began to ask her questions.  “Is that the book that Tom Cruise just used for his last movie?  I love that Tom Cruise, don’t you?  Isn’t he something, the way he could do all those crazy stunts?  I remember when we had action heroes in all the movies, and there wasn’t a foul word spoken.  Those were the days.  You could go through the whole year and see a movie every weekend and not see some poor innocent young girl’s underwear.  Do you go to the movies often?”  Margaret did not respond.  “Did you hear me, Miss?  I said, do you go to the movies often?”  Margaret mumbled from behind her book, “Yeah, I wear underwear.”

1. Define listening. 

2. Name and explain the non-listening behaviors identified in the text.

3. Name each nonlistening behavior Margaret exhibits, citing specific details from the scenario to support your answer.   

4. Give Margaret some specific advice on what she could have done to be a better listener, relating your suggestions to Margaret’s behavior and the steps to effective listening.  

5. Give the older man some specific advice about how he could have been a more competent communicator in this situation.  

Name:  __________________________
    Section: ___________     Date:  __________
Pay Attention



     (104, 117-123)

Sam was hard at work on the monthly spreadsheet.  She had 45 minutes to prepare it for a meeting to be held with the department supervisors.  The meeting was called by the VP of Finance in order to review departmental expenditures from the last month in preparation for the coming budget cycle.  Sam was far behind.  There were seven departments that would be discussed at the meeting.  She had only four departmental spreadsheets completed.  Sam had put her Walkman on in order to block out all surrounding noise and allow her to concentrate.  She ignored the indicator light on her phone. “The machine will pick up,” she told herself.  When she saw that Yvonne, a co-worker was coming by to talk, Sam waved her away, never looking up from her computer screen.  “Sam, I really have something important to tell you….Sam… you really don’t have to finish that right now….Sam….”  Yvonne continued to talk, but Sam only saw her lips move and never tried to hear the words.  Finally, Sam looked at her watch.  She was 5 minutes late for the meeting.  She printed her data, grabbed the disk and ran to the conference room.  Bursting through the door, Sam was apologizing and trying to gather her composure.  When she looked up to face the VP of Finance, she realized she had entered an empty room.  Flustered, she walked outside and checked her schedule.  She was right.  The meeting was to be in that room, starting 10 minutes ago.  Yvonne walked over to Sam.  “Sam, I’ve been trying to tell you.  The meeting with VP Robinson has been cancelled.  She’s got the flu!”

1. What is the definition of listening?

2. Name and describe all of the nonlistening behaviors Sam exhibits, citing details from the scenario to support your answer.  

3. Cite three specific steps to effective listening that could help Sam be a more competent listener, explaining the rationale for each of your choices.  

Name:  __________________________
    Section: ___________     Date:  __________
Mrs. Patient Is In Room 131.

Mr. Lowery Is In Room 313….
     (104, 117-123)

George rushed into the nurses’ station.  He was 15 minutes late for shift change.  As a nurse’s aide, that 15 minutes was crucial.  It was during that time George would be updated by the nursing staff as to any important information about the patients he would be caring for that afternoon.  George didn’t want to be at work, but the flu epidemic struck the Nursing Department at Community General hard.  Every able-bodied nurse was on the schedule, no excuses.  Gladys and Sylvia were waiting for him.  “OK, George.  Mr. Lois has been moved from room 315 to 317.  Mrs. Mahallia is now in 315.  Don’t forget that she has diabetes, but she always tries to trick us into giving her ice cream.  Ice cream is all right for Mr. Lois if he wants any.  He is back on solid food.”  George’s beeper went off.  His wife was nine months pregnant with their first child.  She was due to deliver any time.  The number on the beeper display was his mother-in-law who called every 15 minutes to see if the child had been born.  “George,” Sylvia said, “you’ve got to focus.  We have a critical patient in 320.  There wasn’t room in the neurology ward so they brought her here.  You have to move her legs every 30 minutes.  The instructions are on the chart.”  George’s beeper went off again.  He looked up at the two nurses.  “OK, I’m ready.  What are my instructions for tonight?” 

1. What is the definition of listening?

2. Name and describe all of the nonlistening behavior that George exhibits.

3. What are three specific things George could do to improve his listening skills?

4. Do you think that the psychological context is affecting George’s ability to listen effectively?  Why or why not?

Name:  __________________________
    Section: ___________     Date:  __________
 “Look, Man, It’s Just a Chair…..” 

     (113-114)

     (121-123)

Darius and Jeff were late for orientation.  “We are lost, dog,” Jeff said to Darius. “We’ve got five minutes before orientation starts, and the paper says, ‘Be prompt!’  so we better ask someone where this Building 14 is.” “Well, that chick was off the hook,” Darius answered, “and she obviously needed to, uh, interface with us.”  Both guys laughed.    Darius looked up and down the street then said, “There’s a dude who can help us.” Before Jeff could answer, Darius was jogging toward a man in a wheelchair.  The man stopped and turned toward Darius.  They began to talk.  Jeff reluctantly walked over to the two men.  “Jeff, this is my boy, Mortenous… Mortenous, Jeff” Darius introduced the two men.  Jeff looked down at the ground and said, “Whassup?”  Mortenous extended his hand to Jeff.  Jeff didn’t even notice.  He nervously looked away, turning his back to Darius and Mortenous while Mortenous gave Darius directions to Building 14.  When Jeff and Darius began to walk toward building 14, Darius asked, “Did that dude say cross Fourth Street or go to Perry Street, THEN cross?”  “I don’t know,” Jeff answered.  “Couldn’t hear him, man.”  “No,” Darius replied, “you weren’t listening to him.”

1. Name and explain the seven principles for effective listening.

2. Which of these principles did Jeff follow?  Which did Jeff ignore?  Explain your answers.

3. Did Jeff listen actively?  Why or why not?

4. What is the difference between hearing and listening?

5. What type of noise was present in the interaction for Jeff?  (consult Chapter 1, pages 13 and 14, for more information on types of noise)  Explain your answer.
Name:  __________________________
    Section: ___________     Date:  __________
Let Me Get This Straight
             (127-129)

Richard is asked by his supervisor to explain why his department continually runs behind, missing deadlines by a week or more on a consistent basis.  Richard is nervous about the meeting and wants to be certain that he understands exactly what his supervisor wants to know.   The supervisor asks Richard about the work ethic in the department, how well the individuals get along with each other, and how much time the department spends socializing.

1. Describe the form of feedback called probing.

2. Describe the response types used to provide understanding.

3. What should Richard say to provide a paraphrase of one of the issues raised by his boss?  Please create an actual statement that Richard should use.

4. Create an “I” statement that the supervisor could say to Richard to relieve his nervousness and tension.  What impact might such a statement have on the interaction between Richard and his supervisor?  

Name:  __________________________
    Section: ___________     Date:  __________
A Window To Your World         (398-402)

Please create a Johari Window for each relationship.

1. John and Michael are new employees at Multimate, a multimedia consulting firm.  They arrive at 8:00 sharp their first day on the job.  They have never met before, and find they will be working next to each other.  Michael says “Hello.”
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Michael’s Window

2. Is this a “healthy” situation?  Explain your answer.

3. Shayla and Jobe are walking along the river, talking about how their 10-year friendship has brought them closer each passing year.  Shayla is so in love with Jobe, but has never told him.  Jobe tells Shayla, he’s glad they are good friends.



Shayla’s Window

4. Is this a “healthy” situation?  Explain your answer.

5. Sam is thinking about his relationship with his boss.  His boss has asked that Sam put in extra hours in the job to complete an important assignment.  Sam’s boss is unaware that Sam cares for his invalid father-in-law, and is helping to support his wife by caring for the children while she takes night classes in nursing.



Sam’s Window

6. Is this a “healthy” situation?  Explain your answer.

7. Gladys is working on a computer program malfunction with a client.  The client continually makes suggestions and comments that expose his lack of expertise and understanding concerning computer programs.  Gladys turns to him, and politely tells him that his interruptions are making it difficult for her to do her job, and that she would be happier and more efficient if he would go about his business.  The client thanks her for her honesty, admits he really doesn’t understand computers and leaves.



Gladys’ Window

8. Is this a “healthy” situation?  Explain your answer.

Name:  __________________________
    Section: ___________     Date:  __________
Disclosure Disaster 


     (395, 402)

James and Shareen bumped into each other while going through the doors to the library.  They recognized each other from an English composition class they were in the previous quarter.  James introduced himself to Shareen.  Shareen replied that she remembered him, and wondered how his quarter was going(.  One thing led to another and by the end of lunch, the two friends had decided to meet for dinner the following weekend.  When James picked Shareen up at her apartment, she led him through every room, explaining every photograph, certificate, and knick-knack she had accumulated during her lifetime.  On the drive to the restaurant, Shareen asked James a few questions about his family, his job, and any past dates he had recently.  James replied with one-word answers.  Dinner conversation was awkward, and after the date both were relieved it was over.

1. Define disclosure.

2. Name and explain the five questions for evaluating the level of self-disclosure appropriate to a relationship.  

3. Explain which of the questions were used to determine the level of self-disclosure that was appropriate for this relationship.  Use details from the scenario to support your answer.  

4. Give Shareen some specific advice on what she could have done better.  Refer to the questions for your advice.  

Name:  __________________________
    Section: ___________     Date:  __________
How Can I Tell Them?


     (395, 402)

Brent was called into his manager’s office.  He sat down and looked at Ms. Thornton with a smile.  “Brent,” Ms. Thornton began,  “You have done a terrific job for us in the five weeks you’ve been with our firm.  Your experience with WindlessNT has been invaluable.  Everyone who works with you has great respect for your ability and really enjoys working with you.”  “Thanks,” Brent said.  “I’ve really enjoyed my time here.”  Brent felt good.  This job had come at an important time for Brent.  He had just finished his degree and was deep in debt.  His wife was working two jobs to help support him and their family while Brent was in school.  This job allowed them to have some security through good medical benefits for their family.  His wife was able to leave one of the jobs and spend more time caring for their young children.  “I’m glad to hear you say that, Brent,” Ms. Thornton continued.  “Our company is ready to incorporate Instigation Motivational Software into our system.  According to your interview, you are quite familiar with that package.  We’d like for you to head up the training with the rest of the staff.  You’ll be leading the workshops, and the rest of the training staff will assist you.”  Brent gulped.  He really didn’t have that much experience with Instigation software.  He had some, but had inflated his experience to help him clinch the position.  If he tried to train someone on that package he would be exposed as a liar.  He sat in the chair, wondering what he should do.

1. What is the definition of self-disclosure?

2. What are the questions for evaluating the level of self-disclosure appropriate to a particular relationship?

3. How does Brent’s deception affect his ability to disclose?

4. Might any of the questions for self-disclosure help Brent decide whether or not to tell the truth?    Defend your answer.

Name:  __________________________
    Section: ___________     Date:  __________
Let Me Tell You Something
     (395, 402)

Diandra leaned over the patient.  “Mrs. Casper, it’s time for your medicine.”  Mrs. Casper sat up with great difficulty.  She swallowed the medicine and looked at Diandra.  “I’m so tired.  When will I feel normal?  I want to go out dancing with my husband again.”  “Oh, you’ll feel better soon,” Diandra answered.  Mrs. Casper looked at her.  “You have to say that.  It’s part of your job.”  Diandra looked at Mrs. Casper.  Diandra wanted to tell her that she had experienced the same illness two years ago.  It had taken Diandra almost 10 months to feel like herself again, but wellness did come.  It just came slowly.  Diandra thought about sharing the information with Mrs. Casper, but wasn’t sure it was appropriate.  “You’ll feel better soon, Mrs. Casper.  I promise,” is all Diandra could say.

1. What is the definition of self-disclosure?

2. What are the questions for evaluating the level of self-disclosure appropriate to a particular relationship?  

3. How can the questions for self-disclosure help Diandra decide what type of information she should share with Mrs. Casper?

Name:  __________________________
    Section: ___________     Date:  __________
I’d Love To, But You See…..
     (395, 402)

Teddy was hosting visitors from his company’s office in Venezuela.  His fellow engineers spoke little English and had never been in the United States before.  If Teddy was poring over blueprints with them, their communication was fine.  It almost seemed that their engineering experience had provided them with some type of trans-continental language all could understand.  At the end of the day, Teddy and his boss, Mr. Vega, returned from taking the Venezuelan visitors on a plant tour.  “Teddy will be happy to take you gentlemen out to dinner and show you the sites of the city,” Mr. Vega said.  Teddy panicked.  “Uh, Mr. Vega, could I speak with you?”  “What’s wrong, Teddy?,” Mr. Vega replied.  “I can’t do it, sir,” Teddy answered.  “Can’t do what,” Mr. Vega countered, visibly upset.  “I can’t take these guys out to dinner,” Teddy meekly answered.  “Look, Teddy, you can put it on your expense account,” Vega said under his breath.  “These fellows have traveled a long way and deserve to be treated properly.  They’ve spent all day with you and are comfortable with you.  You are taking them to a great restaurant and then out for a little drive around town before you deposit them at their hotel.  Got it?”  Teddy looked down at the ground.  How could he tell Mr. Vega, in front of their visitors, that he had lost his driver’s license due to reckless driving?  How could he tell his visitors what the problem was?

1. What is the definition of self-disclosure?

2. What are the questions that can guide decisions about appropriate self-disclosure?

3. Do any of the questions seem better suited for use in a professional relationship?  Why or why not?

4. Which of the questions seem applicable to Teddy’s situation?  Defend your choice.

Persuasion

Persuasion involves the ethical use of intentional, verbal messages to convince others to change their attitudes to actions.

Persuasion allows your interacting partner to keep some power in your relationship.  When an individual is stripped of all personal power in the relationship, and is threatened or forced to make a decision, coercion is taking place.  There is never a threat or force involved in ethical persuasion.

The three bases of persuasive messages are:

· Reasoning and evidence [Logos] 

· Credibility [Ethos] 

· Use of Emotions [Pathos] 

Name:  __________________________
    Section: ___________     Date:  __________
Looking For Mr. Right

       (wkbk. p. 39)

Gloria’s friend was tired of spending the weekends alone.  She was 25 years old, attractive and a bright woman.  She thought about trying the personals in the daily newspaper.  While helping her friend create the ad, Gloria became frustrated.  “Nothing sounds right,” she said. The two friends took another look at the three ads they had created:

AD 1: “SBF looking for a guy to share my great times and quiet moments.  I’m a good looking professional and looking for the same.  Enjoy athletics, academics and the arts.” 

AD 2: “SBF, 25, 5’6”, 115 lbs. Looking for companionship.”

AD 3: “Lonely, bored SBF searching desperately for a soul-mate.  Needs compassion, caring and possible commitment.  Don’t let another lonely moment pass.  We could be magic together.”  

Gloria’s friend smiled, “They all sound good to me.  You pick one.”

1. Define persuasion.

2. List and describe the three bases of persuasive messages.

3. For each personal ad, identify the base of persuasion it exemplifies.  Explain your rationale.

4. Based on your understanding of persuasive communication, what should Gloria consider before choosing and/or placing the personal ad?

Name:  __________________________
    Section: ___________     Date:  __________
My Vendor Is Better Than Your Vendor!




              (wkbk. p. 39)

Frank and Jan were caught in an argument.  They had designed a new electrical housing to be used in the construction of small motors.  The engineers had received clearance from the project manager to go ahead and work with purchasing to assemble some quotes on materials for the new housing.  Frank preferred a local vendor, telling Jan that because that vendor was closer to them, they could exert more control over the process.  Jan argued that the vendor was too high, and the high material costs would drive up the final cost of the part, making it unattractive to prospective buyers.  Jan favored a vendor in El Paso, TX, far away from their factory in Dayton.  Frank countered that the shipping cost on materials from El Paso would make the ultimate cost of the material equal.  Jan stated that the sales reps from the El Paso firm were more customer oriented than the local firm.  When pressed by Frank to explain “customer orientation,” Jan mentioned that the sales reps were always willing to take the design engineers out to lunch, or could come up with great basketball tickets.  Frank mentioned that in his 15 years as a design engineer, he had always picked reliable and responsive vendors, and that even the Purchasing department never went against his wishes.  Both engineers decided to gather their materials and let the Project Manager decide on the vendor.

1. What is the definition of persuasion?

2. List and describe the three bases for persuasive messages.

3. List an example of each base of persuasive message from the scenario.

4. Choosing from the three bases of persuasive messages, what could Jan do to make her argument more persuasive?

Name:  __________________________
    Section: ___________     Date:  __________
Open Wide And Say, “Ahhhh….” 

       (wkbk. p. 39)

Maurice loved his rotation on the children’s ward at the community hospital.  He had always loved children, and had six nieces and nephews.  The only part of his job he didn’t like was trying to get the children to take their medication.  Johnnie was presenting an especially tough case.  Johnnie had undergone an emergency appendectomy.  He was getting better quickly, and was off IV fluids.  His doctor had started to prescribe oral medication, and Johnnie was not cooperating.  Maurice walked into Johnnie’s room with some pain medication.  “OK, big guy, open up and down the hatch.” “No way,” Johnnie replied.  “That stuff tastes awful.” “Come on, Champ,” Maurice purred.  “You are a tough guy, right?  All tough guys take their medicine.  Let’s try it.”  Johnnie stared at Maurice with his mouth clamped shut.  “You don’t want me to get in trouble do you?  My boss will be angry if you don’t take your medicine on time.”  Still no response from Johnnie.  “If you don’t take your medicine, you won’t feel very good in a little while.  The medicine is to keep you feeling OK, so that you can get well.”  Still tight lips on the patient.  “You know, Johnnie,” Maurice began, “I have won awards for the best medicine giving from the patients on this floor.  Why don’t you give me a chance to show you how well I can do this?”  Johnnie looked over at the door.  “If I don’t take my medicine, will you tell my Mom?”

1. What is the definition of persuasion?

2. List and describe the three bases for persuasive messages.

3. List an example of each base of persuasive message from the scenario.  Explain your answer.

4. In considering the three bases of persuasive messages, what could Maurice do to make his argument more persuasive?

Name:  __________________________
    Section: ___________     Date:  __________
“Perceptions Of Power” 

     (292-295)

Donny and Sandra work for a local furniture retailer.  Donny spent the first day on the job with a salesperson named Loni.  Loni seemed to have a special talent with her customers.  After only a few moments with them, she was able to get them to like her, and to hang on her every word.  She dressed in the latest fashion, and every hair was in place.  Loni told Donny to think about every aspect of his appearance before he came to work, and to smile at himself in the mirror before he went out the door.  Loni was the most successful salesperson in the store.

Sandra teamed up with the store manager, Tim, on her first day.  Tim had been manager for two years, and was still learning the ropes.  He told Sandra about all the sales procedures, job benefits and her personal job responsibilities.  Tim took the time to stress what could earn Sandra a raise, and what could cause her to lose her job.  Even though many salespeople had been at the store longer than Tim, they all treated him with respect.  After work, Donny and Sandra met in the break room.  Both agreed that they had spent the day with two interesting people.

1. Name and define the six types of social power.  

2. State whom you believe to have the most referent power, and justify your position.  Give a specific example of what that person did to demonstrate referent power.

3. List the six types of power, and give a specific example from the story for each power type, using an example only once.

4. Give Sandra and Donny some specific advice on what each could do to improve their social power.  

Name:  __________________________
    Section: ___________     Date:  __________
Conflict And Confusion

     (326-332)

Juanita graduated with honors from Community College and was very excited about beginning her position as a legal assistant in a well-known law firm.  She was confident she could do her job well and hoped to work her way through law school.  During her first month of work, however, she began to lose confidence and to doubt that she could ever survive in the legal field.

Juanita thought that Mr. Allen, the senior law partner, did not like her.  Whenever Juanita entered his office, he never looked up at her and would often ask her to repeat what she said several times.  Juanita felt sure her English was good and wondered if he just doubted the validity of her information.  On a few occasions, Mr. Allen would stop what he was doing to point out small errors in her work.  Juanita felt so intimidated by him that she could only look at the floor and mumble a weak “Yes, Sir” or “No, Sir“ in response.

Once, Juanita thought Mr. Allen was incorrect in his interpretation of information she relayed to him.  When she tried to explain her view, she stammered and attempted to make her point by referring to a passage of the reference book she was holding.  Mr. Allen failed to understand and became frustrated at Juanita's vague messages.  Juanita gave up and hurriedly left his office.  

1. Name and explain the types of conflict.

2. What type of conflict did Juanita and Mr. Allen have as described in the last paragraph?  Please explain your choice.

3. Identify Juanita’s conflict style based on the conflict response types found in the text, citing information from the scenario to support your answer.  
4. How could Juanita use the collaborative conflict response to be more effective with Mr. Allen?

Name:  __________________________
    Section: ___________     Date:  __________
“Who Is Right?” 


     (316, 326-332)

Renee and Shaq were trying to complete a project for a political science class.  Their goal was to create an imaginary country that was to participate as a member of the United Nations.  They needed to describe the population, economy, daily life, and national goals of the country, and design a flag.  Renee wanted to create an advanced, peace-loving nation.  Shaq wanted to create a powerful, military machine.  Renee argued that Shaq had not paid enough attention to the assignment.  “You can’t just have a war-mongering society – remember, we have to describe daily life, and all you care about is what the army is doing.”  Shaq replied, “Your scene is so boring.  Boring happy people going to boring happy jobs with a boring happy life.  You are probably boring yourself.  And besides, how are you going to create National goals if there is nothing to resolve?”  Renee thought Shaq was right, but she believed if she allowed him to control the decision she would lose her self-respect.  Their deadline was three days away and they could not come to any agreements. 

1. Define conflict. 

2. Name and define the four types of conflict.  Cite an example of each conflict type, citing details from the scenario to support your answer.

3. Name the preferred conflict resolution style, and then explain the benefits and problems of that style.  

Name:  __________________________
    Section: ___________     Date:  __________
I Just Don't Get It!

 
     (316, 326-332)

Denise and Adam spent part of every day arguing in the office.  Denise had been in her position longer than Adam had, yet Adam seemed to have more friends in the department.  Denise complained that Adam’s frequent need to run errands caused her more work, as she had to answer his phone and deal with any visitor that stopped by his desk.  Adam tried to understand Denise’s rude attitude by talking about the problem with some of their co-workers.  When Denise discovered this, it upset her more, and added one more thing to the huge list of argument topics. 

1. What is the definition of conflict?

2. List and describe the conflict resolution styles that can be used to resolve disagreements.

3.
In this situation, which conflict resolution style would you recommend for Denise and Adam?  What are the advantages and disadvantages of this     approach?

Name:  __________________________
    Section: ___________     Date:  __________
Life Can Be A Train Wreck


     (316, 326-333)

Najib, Fred, Alex, Shatawn, Sandy and Gillian are told they must revise the current Office Network system being used in their organization.  Messages are being lost, appointments canceled, records partially deleted, and the access time on everything is just too slow.  Part of the data that has been lost is employee payroll history, which is causing backlogs in the creation and distribution of paychecks.  Members of the company are getting frustrated, morale is low, and a massive turnover is expected if this problem isn’t handled quickly and effectively.  At their first meeting, the group decides to pair off according to their area of expertise and explore different parts of the problem.  Two pairs, Najib and Alex, and Sandy and Shatawn, have completely different work habits and personalities.  They come from different backgrounds and have different employment histories.  The interpersonal conflicts that arise are threatening to kill any progress the pairs have made.  Some of the areas of conflict include: what the cause of the system breakdown may be, how long they need to work in order to make progress, and who should take responsibility for the successes and failures of their particular section of the system.  These conflicts have begun to disrupt the group meetings as well.  The goal appears to be threatened.

1. What is the definition of conflict?

2. List and describe the types of conflict.

3. Identify the types of conflict present in this scenario, citing details from the scenario to support your answer.  

4. Identify the constructive communication behaviors necessary for resolving conflict and explain why they are needed. 

5. For each type of conflict in the scenario, name two communication behaviors that would be helpful in resolving it.   

Name:  __________________________
    Section: ___________     Date:  __________
Wait A Minute Here….

    (316, 326-332)

Jessica stared at the patient chart.  She read it once, twice, three times.  “I don’t believe this,” she said to herself.  “Something is really wrong here.”  Jessica asked Ivan to meet here in the nurses’ break room.  After Ivan entered, Jessica closed the door and the two nurses were alone.  “Ivan,” she said.  “Have you ever noticed a problem with the prescriptions on a patient’s chart before?”  Ivan looked at her, a little surprised.  “Not really,” he replied.  “I check everything out all the time, but I haven’t ever found anything.  I guess I’m pretty lucky, huh?”  Jessica noticed that her patient had been prescribed a drug which could cause serious problems if mixed with their medication for high blood pressure.  She wondered what she should do.  “Call the Doc,” Ivan offered.  “Let him know what you found.”  “I can’t do that,” Jessica answered.  “It’s Dr. Bennett.  She is so terrible.  She hates to be criticized, and if I’m wrong, she’ll probably bring me up to a review board for insubordination or something.”  Jessica was upset and confused.  It was her responsibility to see that the patients under her care received the best possible medical treatment.  She believed that the prescriptions for this patient would be harmful, yet she was afraid of Dr. Bennett.  “I’ll decide what to do after my break, which is before the medication needs to be administered, so I have a little time to play it safe.”

1. What is the definition of conflict?

2. What are the types of conflict?

3. Explain which type of conflict is Jessica is experiencing, citing details from the scenario to support your answer.  

4. Name and explain the conflict resolution styles.

5. Which conflict resolution style do you think Jessica should use when she speaks with Dr. Bennett?  Defend your choice.

Name:  __________________________
    Section: ___________     Date:  __________
Cost Vs Safety



     (316, 326-332)

Emilio entered the Project Director’s office wondering what they were going to discuss.  He had been working on a mechanism designed to prevent manual transmission automobiles from rolling backward on an incline when the clutch was pressed.  Emilio thought there was great potential for the product, and initial tests on the prototype cars went well.  His Director should have been happy, but when he called the meeting, there was a tone to his voice that gave Emilio pause.  “Hey, Jerry, what’s up?” Emilio asked cheerfully.  “I just received word from the Marketing guys that the only way this product will fly is if we cut the cost in half. Otherwise, no one is going to want to order it.  It’ll simply be too expensive.”  Emilio thought for a moment.  “Jerry, that’s simply not possible.  We are already using the best quality materials, special manufacturing techniques, and monitoring scrap to be as efficient as possible.  The only way to lower the price is if we cut corners.”  Jerry thought for a moment before he suggested that Emilio go back to his office and see how deeply those corners could be cut.  Emilio refused.  “This is a safety issue, Jerry.  I’m not going to compromise the integrity of this product to reduce the price.”  Jerry looked at Emilio.  “If we don’t reduce the price, and the product doesn’t sell, how will it look to the upper administration when there is no return on their Research and Development dollars?  How many design engineers to you think this company really needs?”  Emilio stared at Jerry.  He turned and walked back to his desk.  He dug out the file containing financial data on the project and reluctantly began to read it.

1. What is the definition of conflict?

2. Name and explain the types of conflict.

3. Describe which type of conflict Emilio is experiencing, citing details from the scenario to support your answer.  

4. List the conflict resolution styles.

5. Which conflict resolution style do you think Emilio used in this scenario?  Do you think it was a good choice for resolving the conflict?  Explain the rationale for your answer.

Name:  __________________________
    Section: ___________     Date:  __________
Families and loved ones       (316, 326-332)

Janine was surprised by the call.  “Janine, Aunt Chloe has passed away,” Margaret’s voice said over the phone.  “It was a sudden thing, honey.  We had just returned from our daily hike in the hills, and she looked at me, caught her breath and was gone.”  “Did she have a heart attack,” Janine asked, a sob catching in her throat. “Yes, Janine, she did,” Margaret answered.  “She loved you so much.  I need for you to take care of the arrangements and her estate, as you are her closest living relative,” Margaret continued.  “I want to, honey, but even though we’ve lived together for 30 years, I’m not legally tied to her.”  Janine agreed.  At the funeral, Janine and her family sat together in the row reserved for the bereaved family.  No seat was available in that area for Margaret, who sat with other mourners near the back.  A week passed. Margaret awoke to find Janine in the kitchen.  Janine had let herself in and was packing some china, recipes, linens and bakeware into boxes.  Margaret was surprised.  “Margaret, I’m glad you’re awake.  I need for you to get dressed and leave in about an hour.  I’ve got a real estate agent coming over to give an appraisal on the house, and an auctioneer coming to set up the estate sale.”  Margaret couldn’t speak at first.  Slowly she found the words.  “But, Janine, this was our home, how could you think…..”  Janine looked at Margaret and shrugged her shoulders.  “I’m the executor of Aunt Chloe’s estate, it was her house and I’ve decided that the best thing to do is sell the house and any stuff that I don’t want to keep.  Sorry, Margaret, but you really don’t have a say here.”

1. Name and define the types of interpersonal conflict.

2. What types of conflict are present in this scenario?  Please cite details from the scenario to support your answer.  

3. Name and define the conflict resolution styles.

4. Which conflict resolution style do you think Janine is using in the scenario?  Explain your answer using details from the scenario. 

5. In your opinion, which conflict resolution style would allow the situation to be handled in the best interests of all involved?  Explain your answer. 
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