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1. Develop an understanding of effective team behavior and workplace team
composition.

2. Demonstrate effectiveness in dealing with diverse environments.
3. Engage in productive team communication.
4. Describe the role of safety and health in the workplace.

1 f you are presently working, have you ever had a bad day at work? If so, have you

- stopped to analyze why that day was a bad one for you? Many bad days are the re-
sult of negative relationships with individuals in the workplace. These relationships affect
not only your happiness on the job, but also your productivity. If you are unhappy, your
work productivity drops significantly.

Another factor that contributes to happiness and productivity in the workplace is the
physical environment in which you work. Is it safe? Can you work relatively free from
physical harm? Is it a healthy place to work? Is the workplace clean and free from un-
healthy factors, such as cigarette smoke? If the answer to any of these questions is no,
the productivity of workers suffers. Employees cannot maintain maximum productivity if a
threat of physical harm or a threat to long-term health exists. This chapter will help you
understand how to work effectively with the workplace team and to contribute positively
to a safe and healthy environment.

Teamwork

Teamwork is increasingly important as organizations continue to expand multinationally,
adopt new technologies, and look for ways to decrease costs and improve profits. Em-
ployers rank teamwork as one of the most important skills for an employee to possess.
In fact, studies show that effective teamwork increases worker productivity, decreases
absenteeism, produces higher quality products and services, and increases profits for
organizations.

What does the word team mean? In the workplace, a team is a group of individuals
who work together to achieve defined goals. Team effectiveness demands four behaviors
from each team member:

* Understanding others




= Accepting different values
* Working together effectively
» Achieving goals

Seek to Understand Others

People who work together must understand
and accept the differences that each individ-
ual brings to the team. These differences
range from ethnicity, race, age, and gender to
differences in values and backgrounds. You
will encounter a workforce with greater ethnic
diversity, an increased number of older work-
ers, and larger numbers of women. As you
learned in Chapter 1, diversity in the United
States will continue to increase. (To remind
yourself of the significance of the projected
diversity, you may wish to reread that portion
of Chapter 1.) With this great diversity, un-
derstanding others can be difficult. Why? A
major problem in understanding others is the
value differences that are often present. The
word value comes from the French verb valoir,
meaning “to be worth.” Values are your be-
liefs. You learn values at an early age from
significant people in your environment, such
as your parents and other family members. In
addition, you learn values from educational,
social, and religious structures, such as
schools and places of worship.

Values are not inherently good or bad.
However, the way in which you live your
values may involve behaviors that are either
acceptable or unacceptable in society. If you
encounter someone who is not behaving ap-
propriately for the values you hold, you may
think that person has no values. Such think-
ing is incorrect; everyone has values. How-
ever, the values a person holds may not
match your values or may not match the
values of society. For example, one might
say that Adolph Hitler was value-centered,
with one of his values being his desire to
build a superior race. However, in his at-
tempt to do so, he engaged in one of the
greatest atrocities of history, killing over 8
million Jews.

Practice Acceptance of Different Values

Your job within the diverse workplace is to
accept the different values that exist. Certainly
you do not have to change your values to
correspond to the values of others. However,
remember that valyes are not static. As you
grow and change, your values may change
also. What is important to remember is that
your effectiveness as part of a team depends
on your acknowledgment and acceptance of
different value structures.

Consider the following situation in which
two individuals with different values clash in
performing a task.

Benito grew up in Mexico. He is from a large
family; he has five brothers and two sisters. As
he was growing up, he was taught the value of
the family unit. The family worked and played
together. Every week a family meeting was held
to discuss the activities of family members and
the assignment of household chores for the up-
coming week. If serious disagreements occurred
during the week, a family council was held to
settle the differences. Benito approaches his work
life the same way. He believes that individuals
within an organization should work together
closely for the good of the organization.

Sarah grew up in a large city in the United
States. Her family is small; she has one sister.
Both of her parents worked outside the home
while she was growing up. Sarah and her sister
were taught to be totally independent. Family
unity was not discussed. Her family rarely ate
together; each person had his or her own sched-
ule. Sarah’s family stressed two main values—
respect for the individual and the ability to
operate independently.

Recently Sarah served as chair of a team;
Benito was a member of the team. Sarah was
an efficient chair, assigning each individual
team member a task and expecting it to be
done. Sarah never encouraged teamwork. Team
members came to a meeting, received the as-
signment from Sarah, and reported to the group
at the next meeting. After three team meetings,
Benito voiced his concern that the group was
not working as a team. Sarah did not seem to
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understand what he was saying. She suggested
that the two of them discuss his concerns after
the meeting. Benito became upset and told
Sarah she was not listening to him. Sarah then
responded angrily that he was not doing his
assignments.

Value clashes such as this one are caused by
differences in background and experience.
Such incidents can cause misunderstandings
among workplace team members and make it
difficult for individuals to work together. As
you work with others in the workplace, you
must recognize and understand these differ-
ences. You do not need to adopt someone
else’s values or behaviors, but you cannot
judge a person for behaving in ways that are
consistent with his or her background, experi-
ences, and values. When clashes occur, you
need to find the solution to the problem,
rather than lash out at the individual for his
or her behavior.

Work Together Effectively

Members of a workplace team are a working
unit. The design of almost all workplaces
forces individuals into close physical proxim-
ity. Even as more and more people are en-
gaged in telework, teams (although very
different in composition) exist. When em-
ployed in a traditional workplace setting, you
usually work on tasks with those people who
are physically close to you. You are also
generally part of a larger department or divi-
sion of the organization. Each individual
within the department works independently
and interdependently to accomplish a variety
of tasks. For example, you may be working
on a marketing project. As a team, you work
to determine the direction and content of the
marketing project. As an individual, you pre-
pare one piece of the project. If you are a
teleworker, your team may be your clients or
customers,
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Teleworkers’ teams often consist of clients.

Achieve Goals

Two sets of goals within an organization are
generally important to you—your personal
goals and the goals of the organization. For
example, you join an organization with cer-
tain personal goals. These goals are short-
term and long-term. One of your short-term
goals may be to learn your job as quickly as
possible. One of your long-term goals may
be to achieve a promotion to a higher-level
position in the organization.

Although your personal goals are impor-
tant, you must also be committed to the goals
of the organization. If your personal goals are
inconsistent with the organizational goals,
you will not succeed. For example, assume
the organization has a short-term goal of de-
veloping an employee recruitment plan. The
timeline for development is three months. You
are asked to be part of the team in charge of
developing the first draft of the plan. You
have a busy job, but one of your personal
goals is to be promoted to a higher-level
position. You decide, for career purposes, to
be on the team. However, as the team begins
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its work, you find you must work overtime
several hours each week to complete your
regular job duties and finish your tasks on
the recruitment plan. You have a small child
at home, and one of your values is to be a
good parent. You do not believe you can
work 10 hours of overtime each week and
still be a good parent to your child.

In this situation, your personal values and
the organizational values are in conflict.
These types of value conflicts often pose real
dilemmas for people within the organization
as well as the organization itself. Reconciling
conflicting goals may require adjustments on
your part and the part of the organization. If
conflicting goals cannot be worked out, you
may need to make personal sacrifices; if the
sacrifice is too great, you may need to seek
other alternatives. In the example above, you
may decide to ask a relative to provide sup-
port for your child or you may decide to re-
sign from the committee. If you decide to
resign from the committee, you must recog-
nize that you may jeopardize your plan for a
promotion; however, you have decided that
your child is your most important priority
right now.

Workplace Team
Composition

The administrative professional is often part

of three basic types of teams:

® Project team

® Administrative professional and supervisor
team

* Administrative professional and coworker
team

Project Team

Project teams are brought together within an
organization to accomplish an identified task.
The teams are often responsible for a project
from start to implementation. For example, the
project team may be responsible for develop-
ing a diversity recruitment plan. The team
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must gather statistics on the diversity of the
organization in the past and establish the type
of diversity picture necessary for the future
health of the organization. The next task for
the team is to develop a plan to meet the di-
versity needs. The team may also be involved
in evaluating the implementation of the plan
after a period of six months or so.

When working in teams, worker empow-
erment is essential.\Empowerment implies
that individuals have access to the informa-

tion they need|to-do-the-{ob-and-the-autherity
a ib R

. Supervi-
sors trust the empowered worker to do the job
well and to make decisions consistent with
achieving the established goals.

If the project team is to be successful,
certain essential criteria are necessary:

* Clarity of purpose

» Technical skills

» Administrative skills
= Interpersonal skills
¢ Commitment

Clarity of Purpose

The purpose and goals of the project team

must be clearly established before the team

begins its work. These questions need to be
asked and satisfactorily answered:

» What is the team to accomplish?

» When is the team to complete its work?

» What standards will be used to determine
whether a project has been completed
successfully?

* Who will be evaluating the project?

* What additional resources does the team
need outside the organization?

* What is the budget of the team?

As the project team operates, its membership

must engage collectively in these behaviors:

* Ensure that team efforts are consistent with
corporate-wide objectives.

* Ensure accountability of the team and each
team member.

* Make certain that the team conforms to
fiscal, legal, and other critical guidelines.

Technical Skiils

If technical skills, such as telecommunication
and writing skills, are important, careful selec-
tion of team members is crucial to ensure
that they have the appropriate skills. Training
sessions on certain new technologies can be
made available to a team. However, there is
usually not enough time to bring a neophyte
(a beginner) in the field up to the level of
expertise needed.

Administrative Skills

Administrative skills include the ability to
analyze financial data such as budgets, to
process paperwork, and to set directions for a
project. Since team members generally have
various levels of proficiency in administrative
tasks, the team should determine at the begin-
ning of a project who is responsible for what
particular administrative tasks. if several peo-
ple need to be proficient in a task, the most
proficient individual can provide short training
sessions for other team members.

Interpersonal Skills

Interpersonal skills are critical. Team members
must be able to work together collaboratively,
listen to each other effectively, and resolve
conflicts that occur.

Suggestions for working together collabo-
ratively include these:

» Define the purpose of the collaborative pro-
ject at the first team meeting.

* Choose a chairperson or group leader.

® Determine each group member’s skills and
expertise.

* Assign tasks to each group member.

* Establish guidelines for completing the task.

» Determine a time for completion.

» Determine product evaluation standards.

* Determine evaluation standards for group
members.

Although workers spend a large portion of
their time listening to others, they may not
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know how to listen effectively. For example,
people may spend their time being quietly
critical of each other, rather than listening
effectively to what others are saying. Listen-
ing effectively demands listening for the feel-
ings and the words of the speaker. Listeners
may disagree with what the speaker is say-
ing, become angry, and block the speaker’s
message. Figure 4-1 lists several suggestions
for effective listening.

Another important interpersonal skill is
conflict resolution. Even the most effective
teams have certain areas of conflict. Under-
standing how to work through conflict is so
important that team members may want to
engage in a short session on conflict resolu-
tion at the beginning stages of a project. Here
are several suggestions that can be effective
in solving conflicts:

» Identify what is causing the conflict. Is it
power, resources, recognition, or accep-

A e

If a project is to have a successful conclusion, team members must work together collaboratively.
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tance? Many times an individual’s needs for
these items are at the heart of the conflict.

= Determine what each person in the team

needs or wants when a conflict occurs. Be
willing to listen to the other person. If you
do not understand what the other person is
saying, paraphrase what you think you
heard and ask for clarification. Be open to
what the other person tells you.

o Identify points of agreement. Work from

these points first, and then identify the
points of disagreement.

* Create a safe environment. Establish a

neutral location. Establish a tone that is
accepting of the other person’s views and
feelings. Fear may be behind someone’s
anger. Let the other person tell you how he
or she is feeling. Watch how you position
yourself physically in the room. Remember,
you have a more difficult time competing
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EFFECTIVE LISTENING TECHNIQUES

* Listen for facts.

Listen for feelings.

Withhold evaluation.

Direct your attention to the speaker.
Maintain eye contact with the speaker.
Watch for nonverbal communication.
Remove distractions.

Ask questions if you do not understand what
the speaker said.

* Paraphrase what the speaker said.

Ask open questions.

Do not anticipate the speaker.
Organize what you hear.

Try to understand the speaker's words.
Do not get angry.

Do not criticize.

Take notes if appropriate.

Set aslde your own preconceptions about the
topic belng dlscussed.

* Use listening time productively. People speak at
about 150 words per minute and think at about
500 words per minute. Use your thinking time
effectively.

FIGURE 4~1 Effective Listening Techniques

-

with someone who is sitting next to you
than with someone who is across the table
or room. A circular seating arrangement
may be appropriate if you have several in-
dividuals involved in a conflict.

Do not react. Many times individuals act
too quickly when a conflict occurs. Step
back, collect your thoughts, and try to see ~
the situation as objectively as possible.

Do not seek to win during a confrontation.
Negotiate the issues and translate the nego-
tiation into a lasting agreement.

Listen actively. Watch the individual’s eyes;
notice his or her body language.

Separate people from the issue. When the
people and the problem are tangled to-
gether, the problem becomes difficult to

solve. Talk in specific, rather than general,
terms.

Commitment

Each individual in the team must be commit-
ted to the accomplishment of the task and to
the individuals within the team. People who
are committed to the accomplishment of a
task willingly engage in these behaviors:

e Sharing information with one another
o Taking risks

° Expressing their opinions

° Sharing accountability for the results

In demonstrating commitment, team members
trust each other. They listen when another
team member expresses ideas and opinions.
Team members are committed to each other
and to the task to be accomplished. By work-
ing together in an open and trusting environ-
ment, the contribution of each member can
be maximized.

Administrative Professional and L\“ﬁ

Supervisor Team Q\

Another type of team in the workplace is the
administrative professional and supervisor
team. As an employee, you need to be clear
about what you owe your immediate super-
visor and what your supervisor owes you.
Your relationship with your supervisor is of
primary importance. Unless that relationship
Is satisfactory, you will not perform at your
highest capacity. At the very least, you owe
your supervisor respect, dependability, hon-
esty, and loyalty.

Respect

Respect is showing regard and appreciation
for your employer. You owe your employer
respect simply because of the responsible
position the person holds in the organization.
You need to show respect for your employer’s
decision-making role although you may not
always understand or agree with the decisions
made. If for some reason you are unable to
respect your employer, you need to find an-
other position.

P Y
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You owe your supervisor respect, dependability, honesty, and loyalty.

P
Dependabiiity

U

Dependability is defined in the dictionary as
“trustworthiness.” Dependability in practice
means you observe the organization’s rules
regarding work hours, coffee breaks, sick
leave, and vacation time. You are at work on
time, and you consistently work all hours re-
quired. You do not abuse sick leave or vaca-
tion policies. You complete work assignments
on time; or if on occasion you are not able to
do so, you seek help. When you are in the
workplace, you give the organizational goals

Jop priority.
=4 3
Honesty

Honesty means that you are genuine; you are
not deceptive or fraudulent. You are truthful,
sincere, and fair. You do not play games on
your computer or use the Internet for personal
matters, such as making travel arrangements
or shopping. You do not use email to send
personal notes to friends.

The definition of loyalty is “the quality of
devoted attachment and affection.” Loyalty
between the administrative professional and
the employer is essential. Actions that exhibit
loyalty in the workplace include:

» Maintenance of confidentiality when neces-
sary.

* Adherence to the chain of command. If a
problem or an issue occurs with your
supervisor, talk with him or her first. Your
employer does not want to be surprised by
concerns about which he or she had no
inkling.

* Adherence to organizational values. Be

honest with your employer and other em- °

ployees.

Your employer also has certain obligations
to you. Figure 4-2 lists several of these
obligations.
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SUPERVISOR'S OBLIGATIONS T0
THE ADMINISTRATIVE PROFESSIONAL

* Respect. Your employer should be aware of
your needs and show respect for you and your
abilities.

¢ Feedback. Your employer should be honest and
open with you concerning your work and haw it
Is belng evaluated.

* Loyalty. Your employer shouid present you In a
positive light to others. If your employer has a
problem with your effectlveness, she or he
should talk with you—not others—ahout the
situatlon.

* Ethical behavior. Your employer s responslble
for managing ethlcaily. You should expect your
employer to uphold the values and ethics of the
organization.

FIGURE 4-2 Supervisor's Obligations to the
Administrative Professional

Administrative Professional and
vnwnrker Team
A third important team consists of your

coworkers and you. What type of relationship

should you have with your coworkers? Con-

sider the following:

* Have you ever been in a situation where
one employee who had nothing to do re-
fused to help another employee who was
overloaded with work?

* Have you ever been in a situation in which
workers spent break times and lunch hours
gossiping about other employees?

* Have you ever worked in an environment
where small cliques existed?

If you have worked at all, you probably an-
swered yes to one or more of these questions.
Uncomfortable situations with coworkers do
occur from time to time. Although you cannot
avoid these situations entirely, you can re-
duce such situations by applying effective hu-
man relations principles, such as acceptance,
cooperation, tact, and fairness.

Acceptance

The dictionary definition of acceptance is
“favorable reception; approval.” You will
come in contact with many different people in
the workplace. Their backgrounds and inter-
ests may be quite different from yours. You
may not understand many of these people at
first. Because you do not understand them,
you may dislike or disapprove of them. As a
successful administrative professional, you
need to accept other employees without judg-
ing them. You should recognize and respect
people who are different from you. If you sin-
cerely listen to others, you will learn more
about them and avoid conflicts that result
from a lack of understanding.

CGooperation

The dictionary definition of cooperate is “to
work or act together toward a common end
or purpose.” In the workplace, cooperation
means you are willing to work with coworkers
for the common good. Since few jobs are per-
formed in total isolation, cooperation is nec-
essary in order to attain organizational goals,
You should willingly assist other employees
in meeting job deadlines when the situation
demands. If one employee has a rush job that
cannot be finished without help, you should
offer that help, provided you have no top-
priority work to complete.

Tact

Tact is defined as “acute sensitivity to what
is proper and appropriate in dealing with
others, including the ability to speak or act
without offending.” Tact demands sensitivity
to the needs of others. You should consider
the impact of what you say and avoid offen-
sive statements. The tactful administrative
professional emphasizes others’ positive,
rather than negative, traits. If you are tactful,
you think before you speak. For example, if
a fellow employee has just returned to the
workplace after a serious illness, let the per-
son know you are pleased that she s back.
Avoid asking prying or possibly upsetting
questions about her illness.
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Cooperation demands that you work together toward a
common purpose.

Fairness

Fair is defined in the dictionary as “having
or exhibiting a disposition that is free of
favoritism.” The fair person does not take
advantage of others. You may get an idea
from someone else; but if you are fair, you
do not take credit for it. Instead, you give
credit to the individual who gave you the
idea. If you are fair, you also assume your
share of responsibility without attempting to
get coworkers to do your job.

Administrative Professional and
External Team

Although the external team is not as closely
constructed as the three previously mentioned
teams, it nevertheless has some elements of a
team. One or more individuals within an orga-
nization who work with individuals outside

" provides a good example of an external team.

Chdpier 4: Workplace Team and Environment

the company to achieve specified company
goals compose the team.

Outsourcing (using outside firms to per-
form certain functions of an organization)

For example, assume your organization is
outsourcing the implementation of a new
telecommunications system. As an adminis-
trative professional, you may be on a team
that works with this organization. Working
with the external team requires the same
human relations skills as working with inter-
nal teams. Good communication skills and an
understanding of the relationship between the
outsourcing company and your organization
are crucial.

Positive Public Relations
Working with an external team demands
good public relations. Public relations is the fv\ztl(!\ﬁ
technique of inducing individuals outside the
organization to have understanding for and JX/
goodwill toward a person, a firm, or an insti-
tution. Favorable public relations are crucial
to any organization.

The administrative professional must use
good public relations when dealing with the
external team as well as with visitors, clients, {
customers, and prospective customers of the
organization. Through effective public rela- '
tions, administrative professionals can increase
the likelihood of a prospective customer be-
coming an established customer and an estab-
lished customer becoming a repeat customer.

Effective Communication with Workplace Visitors
In many large organizations, a receptionist
initially greets all workplace visitors. The re-
ceptionist may keep a register in which the
name of the visitor, company affiliation, na-
ture of the visit, person the visitor wishes to
see, and date of the visit are recorded. After
obtaining this information, the receptionist
notifies the administrative professional of the
caller’s arrival. If the visitor is at the company
for the first time, the administrative profes-
sional’s job may include escorting the visitor
to the executive’s office.
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Administrative professionals in small orga-

nizations may also serve as receptionists;
that is, they have the responsibility of greet-
ing all visitors to the company and directing
them to the proper people. Regardless of

whether you work in a large or small organi-

zation, a number of techniques for receiving

visitors are common. These techniques ap- §

pear in Figure 4-3.

Communication in
Diverse Environments

As the diversity of the U.S. workforce contin-
ues to grow, you must understand how to
communicate with individuals making up this
diversity.

Diversity—A Resource

Diversity can and should be a positive force
in the workplace. However, understanding

and acceptance is necessary. Think back for
a minute on the history of the United States.
People from different European countries and
Africa helped build the United States. In fact,
& the term melting pot, coined by sociologists
* and meaning “the amalgamation of people of
, \\different ethnicities and races into one United
tates of America,” describes the first few
hundred years of the integration of people
. within this country. As the country’s diversity
continues to grow and people from Mexico,
Asia, the Middle East, and other regions of
the world seek residency here, the term melt-
Ing pot has limited meaning. New terms, such
as salad bowl and quilt, reflect the diversity
more accurately. This country is no longer a
group of people who become one big pot of
sameness, but is a group of people who re-
tain much of their identity from their home-
land and much of their language. If you walk
the streets of major U.S. cities, such as New
York and Los Angeles, you hear a multitude
of languages. In other words, the salad has
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PROPER TECHNIQUES FOR RECEIVING WORKPLACE VISITORS

» When a visitor enters your office, grest the person graciously with a simple Good Morning or Good
Afternoon.

* Learn the visitor's name, and cail the person by name.

 Determine the purpose of the visit when it is unscheduied. Avold blunt questions such as What do you
want? More appropriate is a question such as Could you please tell me what company you represent and
the purpase of your visit?

* Make appropriate introductions. See the Reference Gulde, page 508, for rules for making Introductions.

* Be pleasant to a difficult visitor. Be wary of office visitors who try to avold your inquiries with evasive
answers such as /t's a personal matter. An appropriate response to such a statement Is My employer sees
visitors only by appointment. | will be happy to set ane up for you.

* Handie interruptions well. If you need to Interrupt your employer with a message when a visitor Is In his or

her office, do so as unobtrusively as posslble. You may call your employer on the phone or knock on the
door and hand him or her a note.

« Let angry or upset visitors talk. Listen and try to understand the visitor's viewpoint. Usually the anger will
disslpate after you have listened. Then you can help the person with the concern.
« Do not disclose specific information about the company or your emplayer to visitors. An appropriate

;&spgnsa is Organizational policy does not permit me to disclose that information. You may want to see
s. Lu.

FIGURE 4~3 Proper Techniques for Receiving Workplace Visitors




many ingredients, which remain intact even
when mixed. The quilt has many different
squares, maintaining their beauty even as the
quilt is sewn together. In a number of places
in the United States today (namely, California,
florida, and Texas), Spanish is the language
spoken by many. if the United States is to
be a strong country, everyone must practice
acceptance and respect for people of diverse
backgrounds and experiences.

Ethical and forward-thinking business or-
ganizations see diversity as a resource. How?
Diverse groups of people bring to the work-
place different perspectives, different values,
and different ideas. The wise business organi-
zation uses these ideas to enrich its products
and/or services so they appeal to a broad au-
dience. Thus, the bottom line is that diversity
treated with respect Is good for the organiza-
tion. In other words, diversity can make
money for businesses. In an article entitled
“America’s 50 Best Companies for Minorities,”
Fortune related the status of the minority
workforce in the top companies committed to
diversity. The magazine reported that when
companies were asked this question, “Will a
multiracial workforce remain a priority for
corporate America?” the answer was a re-
sounding yes. According to one manager
quoted in a Fortune article, diversity must be-
come an integral part of the way a company
does business.'

Additionally, diversity of ideas within an
organization can help individuals grow and
learn if they open their minds to hear what
others are saying. Thus, diversity becomes a
resource for individuals within the organiza-
tion—a resource that helps each individual
grow and be more effective in a highly diverse
world.

Cultural Differences

Obviously, people from different countries
and cultures bring a variety of thoughts and

“America’s 50 Best Companies for Minorities,” Fortune,
July 8, 2002, 111.
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ideas to the workforce environment. Consider
the following differences that exist among
people of various countries.

Most people who speak English do not
understand that the language and its nuances
can be difficult for others to understand. For
example:

e We drive on parkways and park on drive-
ways.

o There is neither pine nor apple in pineapple
and no grapes in grapefruit.

* Why do we have interstate highways in
Hawaii??

How such terminology came into being is

confusing. Imagine how puzzling it is for the

person attempting to learn English.
Although the British speak English, a

number of words have different meanings in

Britain than they do in the United States.

Consider these examples:

An elevator is a lift.

The bathroom is a water closet or a loo.

The hood of a car is the bonnet.

A cookie Is a biscuit.

e The subway is the underground.

Figure 4-4 lists a few cultural differences that
exist between people of different countries. If
people are to be effective in dealing with one
another, they must continue to learn and
grow in their understanding of people from
other cultures, races, and ethnicities.

L]

Value and Attitude Clarification

You may not give much thought to how your
values are different from other people’s val-
ues. You may assume that everyone has the
same values and then operate from this as-
sumption. Obviously, that assumption is not
true, and it can cause communication difficul-
ties if it is not understood.

Also, you may not give much thought to
the attitudes you demonstrate. The dictionary

2Roger E. Axtell, Do’s and Taboos of Humor Around the
World (New York: John Wiley & Sons, Inc., 1999), 14.




Aslans avoid eye contact as a sign of respect.

the Unlted States.

acceptance of what you sald.

each other better.

conslidered a delicacy in some Aslan cultures.

States.

CULTURAL DIFFERENCES

In Korean culture, smiling can signal shaliowness and thoughtfulness,

In France and Mexico, belng 30 minutes late to an appointment Is perfectly acceptabie.
Latin Americans stand very close to each other when talking; the interaction distance is much less than in

Open criticism should be avoided when deallng with Aslan employees, as this may lead to loss of face.
* InJapan and China, yes does not always mean “yes." For example, if a person from Japan or China
responds to a question in the affirmative, he or she may merely be demonstrating politeness—not

* What Is considered humor is not the same i ali countries. One should be very cautlous when attempting to
be humorous; In fact, humor with people of other cultures should be avolded until the individuals know

* The types of food eaten vary greatly among cultures. For example, corn on the cob, grits, and sweet
potatoes are not eaten In countries outside the United States. Muslims and Jews do not eat pork. Dog Is

* Holldays are different; for example, other countries do not ceiebrate Thanksgiving, as is done in the United

* The colors of flowers have different meanings for different cultures. In China, white Is the color of mourn-
ing; white flowers are sent only to peopie in mourning.

FIGURE 4~4 Cultural Differences

O
N\
definition of attitude is “position, disposition,
or manner with regard to a person or thing.”

- Assume that as a North American, you value
punctuality. One of your coworkers is from
Mexico. Generally, people from Mexico do not
value punctuality as much as North Ameri-
cans do. One of your coworkers is continually
30 minutes late for work. Although you do
not have any supervisory responsibilities, you
feel angry because she is consistently late.
One day you grumble loudly as your tardy
coworker sits down at her desk, “Some peo-
ple are never on time.” Obviously, she hears
you and is less than friendly for the remain-
der of the day. Her interpretation of your re-
mark is that you do not like people from
Mexico—in fact, you are hateful toward them.
You do value people from other cultures, but
your attitude did not reflect your values. Just
as you need to understand what you value,
you also need to be clear about the attitudes
you reflect to others.

Effective Communication Techniques for
Diverse Environments

Communication in diverse environments can
be improved if all individuals use good tech-
niques. Put into practice these techniques:

Be Respectful

Be respectful of others’ culture, background,
experiences, and ethnicity. Attempt to remove
your own cultural glasses to see the world in
the way the person of a different cultural
background sees it. Is this difficult? Of course
it is. Is it possible? Yes, to a degree. You can
never totally understand the world from an-
other person’s view, but you can try.

Be Nonjudgmental

Do not be the “ugly American,” always com-

paring others to your own culture and making
value judgments when people from other cul-
tures have different values and views. Remove
your judging hat. Learn from other cultures,




rather than judge them. When you adopt
such an approach, you may be surprised to
find yourself changing some of your views.

Place Yourself in the Other Person’s Position
when someone does something that you do
not understand or that makes you angry, try
to look beyond the action to the motivations
and perspectives of that person. For example,
if a person from China fails to make eye con-
tact with you, the behavior is not disrespect-
ful. In fact, just the opposite is true. Not
making eye contact is a sign of respect.

Be Flexible

Learn to bend with the situation. If you ask a
Japanese coworker his opinion on an issue
and he does not respond, do not think he is
being rude. Realize that cultures differ. in the
Japanese culture, individuals are taught to
withhold their personal opinions. An old
Japanese proverb says, “Silence is a virtue.”

Practice Good Listening Skills

Listen and ask questions. Do not interrupt the
speaker. Do not attempt to give your opinion
on a particular subject at every opportunity.

Productive .
Communication :

The previous section discussed several tech-
niques to help you in communicating with
people of other cultures. Certainly, the tech-
niques are also effective in most communica-
tion venues. Additional information in this
section discusses workplace communication;
these techniques can be effective in many
situations.

All organizations have formal and informal
communication channels. Your goal as an em-
ployee is to be productive in both channels.

Formal Communication

Formal communication channels in an organi-
zation may be downward, upward, or hori-
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zontal. Downward communication consists
of messages that flow from management to
employees of the company. Upward commu-
nication includes those messages that travel
from employees to management. Horizontal
communication involves messages flowing
from coworker to coworker or from manager
to manager.

Informal cnmmunicat'ion

In addition to formal communication in an
organization, informal channels, often called
the grapevine, are present. The origin of the.
term grapevine goes back to the time of the
Civil War. Messages transmitted by telegraph
wires were strung like a grapevine from tree
to tree. These messages were often garbled.
Today the grapevine has come to mean mes-
sages that may or may not be true and that
originate from an unknown source.

The grapevine is a natural and normal
outgrowth of people working together. The
worst feature of the grapevine is untrue com-
munication or rumors. Since rumors and un-
truths cannot be entirely squelched, the best
way to reduce them is with open lines of for-
mal communication. Management needs to
give employees the information required to do
their jobs. Employees also need to be kept in-
formed about the direction of the organization.

Communication Techniques

This section presents several communication
techniques applicable for workplace situations.

Understand the Organizatienal Structure

When you join an organization, ask for an
organizational chart if one is not made avail-
able to you. This chart will show you the or-
ganizational structure, the relationships
between departments, and the levels of ad-
ministrative authority. Certain portions of the
chart may change from time to time, depend-
ing on projects of the company. These
changes are usually reflected in dotted lines
showing new relationships.




Understand the Organizational Management Style
Management of an organization has consid-
erable influence on the amount and type of
communication within an organization. Man-
agement styles include the following:

¢ Management by coaching and development
° Management by consensus

° Management by information systems

° Management by objectives

Most managers use a variety of styles de-
pending on the situation and needs of the
organization. In fact, the word manager has
come into question by those employed in the
management field, as well as by theorists in
the field. According to one widely accepted
view, traditional management is too restrictive
for the needs of today’s organizations; the
preferred term is leader. Here are a few of the
differences between a manager and a leader.

* Managers see the world as relatively imper-
sonal and static. Leaders see the world as

Procedures manuals help employess leam more about the structure and the methods of operation of the business.

© GETTY IMAGES/EYEWIRE

full of color and constantly blending into
new colors and shapes.

® Managers view work as an enabling
process, involving a combination of ideas,
skills, timing, and people. Leaders view
work as developing fresh approaches to old
problems or finding options for old issues.

» Managers focus on how things need to be
done. Leaders focus on what needs to be
done.

Proponents of the differences between man-
agement and leadership make the point that
the skills necessary for individuals engaged in
moving an organization forward include
these:

* Empowering
» Restructuring
» Teaching

= Role modeling
* Questioning



As an administrative professional, you need
to try to understand the philosophy of organi-
zational leaders. Their philosophy becomes

ervasive in an organization and impacts all
decisions of the organization. You will learn
more about leadership in Chapter 20.

Write and Speak Clearly

As an administrative professional, you fre-
quently engage in spoken and written com-
munications. Be certain that your
communications are as clear as possible.
Keep your words simple; refrain from using
difficult words to impress others. Express
your thoughts, opinions, and ideas concisely.
Tell others exactly what you mean. If you do
not understand the speaker, repeat what you
think the person said in your own words.
Ask the speaker to confirm the accuracy or
inaccuracy of your statements. if you think
the listener has not understood you, tactfully
ask the person to repeat what you said.

Be Word Conscious

Words can mean different things to different
people. You need to consider how the com-
municator interprets and uses words. The
intended meaning of a supervisor may be
misinterpreted by an employee unless both
people are using the same point of reference.
A good idea is to check your communication
with the receiver of the message.

Communicate Ethically

According to the National Communication
Association, “ethical communication enhances
human worth and dignity by fostering truth-
fulness, fairness, responsibility, personal in-
tegrity, and respect for self and others.”* Here
are several guidelines for helping you to com-
municate ethically.

» Be clear about your agenda when commu-
nicating with others. Do not subscribe to
secret agendas; withholding information is
dishonest.

3-Ethical Communication in Small Groups,” accessed
june 30, 2002; available from www.mhhe.com/socscience.
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» Consider the consequences of being un-
ethical.

» Make a commitment to yourself and others
that you will reach resolution when conflict
occurs.

» Be responsible and accountable for your
words, actions, and judgments. Do not
dump your problems and vent your anger
on others.

» Use | statements and clear language.
» Go directly to the source of your concerns.

» Acknowledge the various levels of power
within the organization.

» Let yourself be challenged by new ideas.

» Accept the consequences of your communi-
4
cation/

« Be accurate and truthful about your actions.

= Condemn communication that degrades in-
dividuals.

» Advocate sharing information, opinions, and
feelings.

* Meet your commitments.

A Safe and Healthy
Environment

Everyone prefers to work in a safe and
healthy physical environment. If an environ-
ment is unsafe and unhealthy, productivity is
affected. Employees are often sick and absent.
Morale is low. For the employer, an unsafe
and unhealthy environment results not only in
lost productivity, but also in increased costs
in the form of greater medical expenses and
disability payments. The impact of the physi-
cal environment is great and affects the work-
place team either positively or negatively.

As an administrative professional, what
would you do if you developed these health
problems?

= Your wrists hurt so badly that you could
not key material.
* You had so much back pain that you could

not sit at the computer for any length of
time,
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* You developed vision problems so serious
that you could not read small print.

Health problems can result if you do not use
proper techniques while working at your
computer. This section will help you under-
stand how to take good physical care of
yourself.

Ergonomics—A Definition

Ergonomics, according to the dictionary, is
“the study of the problems of people in ad-
Justing to their environment; the science that
seeks to adapt) work or working conditions to
fit the worker.’{ Ergonomics comes from the
Greek words ergos (work) and nomos (nat-
ural laws). Simply stated, ergonomics is the
fit between people, the tools they use, and
the physical setting in which they work. The
health problems that can occur due to inatten-
tion to ergonomic factors demand that you
take ergonomics seriously. You should adopt
an ergonomic approach to the design of your
work site.

Common Injuries

Due to the amount of time people sit at their
computers, several common injuries can oc-
cur. The generic name given to these injuries
is repetitive stress injuries (RSIs) or cumula-
tive trauma disorders (CTDs). OSHA reports
that approximately 2 million workers annually
have ergonomic-related injuries, and thou-
sands of these workers miss some work as a
result. Thus, RSIs impact workers’ health and
cost organizations dollars in lost work and
insurance claims. The RSis discussed here
include the following:

* Carpal tunnel syndrome (CTS)
¢ Computer vision syndrome

¢ Back pain

e Headaches

CGarpal Tunnel Syndrome (CTS)
CTS is a condition that occurs due to the
compression of a large nerve, the median

nerve, as it passes through a tunnel composed
of bone and ligaments in the wrist. Symptoms
include a gradual onset of numbness, a tin-
gling or burning in the thumb and fingers,
pain that travels up the arm and shoulder,
and weakness of hands causing difficulty in
pinching or grasping objects.

Computer Vision Syndrome

Computer vision syndrome is a term coined
by the American Optometric Association for
eye complaints related to computer work. The
symptoms of computer vision syndrome may
include these:

» Inability to focus on distant objects after
using the computer for several hours

» Dry or watery eyes
s Blurred vision
* Heaviness of the eyelids or forehead

According to studies, the eyes get extremely
dry after people use a computer for a long
time. As a comparison, individuals® eyes get
dryer from using a computer for an extended
time than from reading a book for long peri-
ods. Additionally, individuals blink less, from
an average of 22 times per minute when not
using a computer to only 7 times per minute
when using a computer. Glare from a com-
puter screen can also cause eye stress—as
can glare from sunlight or from lighting in the
workplace.

Back Pain

People who sit for long periods of time are
at risk for back disorders. The two greatest
problems are sitting upright or forward and
not changing position. An upright posture
with a 90-degree hip position is unhealthy
because the intervertebral discs experience
more pressure.

Headaches

Headaches are frequently the body’s way of
saying something is wrong. Poor head and
neck posture, as well as eye strain can be
causes of headaches. Stress is another
cause.
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prevention—The Key

To avoid common injuries such as repetitive
stress injuries, vision problems, back pain,
and headaches, you must take certain pre-
cautions. Having the right equipment and fur-
niture (keyboards, mouses, chairs, footrests,
and so on), as well as maintaining proper
posture and taking frequent breaks are pre-
ventative measures that help you avoid seri-
ous work injuries.

Keyboards

Since the 1980s, numerous new and innova-
tive shapes of keyboards have become avail-
able. The basis for the heightened interest in
keyboard design centers on the dramatic in-
crease in CTDs in recent years. Ergonomists
and designers use a variety of measures to
evaluate keyboard designs and keyboard
work. These measures include keying comfort,
fatigue, user preferences, muscle exertions,
physical symptoms, performance, and risk
factors.

Four types of keyboards designed to help
prevent CTDs include split keyboards, tented
keyboards, negative-slope keyboards, and
supportive keyboards. Split keyboards attempt
to straighten the wrist by changing the orien-
tation of keys. Tented keyboards allow the
user to work with the palms angled toward
each other. Negative-slope keyboards have
extendable legs at the front, rather than the
rear, of the keyboard. Supportive keyboards
have built-in wrist or palm rests, encourag-
ing straight wrist postures that are more
comfortable and nonfatiguing. Additional key-
board designs include scooped keyboards,

adv-pro
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minimum-motion keyboards, and aligned-row
keyboards.

Although the keyboards mentioned have
features helpful in reducing CTDs, research
does not resoundingly confirm their ergonomic
benefits. According to existing research, alter-
native keyboard features provide greater
safety and efficiency for some users, for cer-
tain types of discomfort or injuries, and for
some tasks than do traditional keyboards.
However, research does not support the fact
that one keyboard works for everyone. When
considering an alternative keyboard design,
you should carefully evaluate its features and
the appropriateness for you in your particular
situation.*

Mouse Alternatives

Mouse alternatives include trackballs, mouse
pens, mouses that use one finger, and touch
tablets, plus a wide variety of mouse shapes
and sizes. Additionally, a cordless mouse 1s
now available that allows much greater free-
dom of movement than the traditional corded
mouse. When choosing an alternative to a
mouse, evaluate whether the alternative really
uses different muscles.

Helght-Adjustable Work Surfaces

Desks should be at a height where you can
easily key with straight wrists and read or
write without slumping forward or without
hunching your shoulders. One drawback to
height-adjustable work surfaces is that they
are more expensive than standard desks.

a«Ergonomics of Alternatlve Keyboards,” accessed june 30,
2002; available from www.otflce-ergo.com.

Evoltrak

: Ergonomic keyboards can alleviate certain types of discomfort and injuries.
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Ergonomic Mouse

Two types of ergonomic mice.

Monitor Arms

Monitor arms allow forward, back, or up-and-
down movement of the monitor to accom-
pany posture changes. Arms can be useful for
people with neck, shoulder, or upper back
discomfort.

Document Stands

Stands reduce distortion of print that occurs
when a document is slanted away from the
eyes. Stands also reduce neck twisting by
bringing the document close to the monitor at
a readable angle. Since they allow you to put
the paper in front of you, document stands
can be useful if most of your work involves
looking at paper rather than the screen.

Footrests

Footrests allow different positions for the legs
and feet. When using a footrest, you should
change foot positions often. Footrests are
available that exercise and massage the feet,
which can be beneficial.

Task Lights

Task lights are used to reduce eyestrain by
illuminating paperwork and reducing the need
for bright light. Documents should be illumi-
nated enough to be readable. However, too
much light can cause a strong contrast be-
tween the brightness of the screen and the
document, resulting in eyestrain rather than
alleviating it.

Chairs

Adjustable chairs can help you avoid back
pain by supporting multiple postures. The
usual adjustments on the chairs include back-
rest, armrest, seat angle, and seat height.

Ergonomic RollerMouse™ Station

Ergonomic Research

Ergonomic research counters some of the tra-

ditional wisdom of what was thought to be

correct technique when sitting at the com-

puter. Here are suggestions from the research

findings.

* Sit as far away as possible from the moni-
tor. The conventional 18 to 24 inches
places you too close to the monitor.

* Conventional practice for mouse placement
is to push it away from you. However, re-
search shows that closer is usually better,
with the mouse next to the keyboard.

* The chair should be low enough for your
feet to be on the floor even when the legs
are extended. This research Is in opposition
to the conventional wisdom of having the
legs reach the floor at a 90-degree angle
from the knees. Research shows that you
should move your legs often; they should
not stay in a fixed position.

Conventional wisdom prescribes an upright
posture, with the hips at 90 degrees. How-
ever, research supports a hip width of 130
degrees as optimal. This position reduces
and evens out pressure on the intevertebral
discs.

* Conventional practice recommends rest
breaks about 15 minutes long, every 2
hours or so. Research supports very short
breaks of 30-seconds every 10 minutes in
addition to the normal 15-minute breaks.’

5*Conventional Wisdom" vs. Current Ergonomics, accessed
lune 30, 2002; available from www.offlce-ergo.com.

CONTOUR DESIGN, INC.
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Figure 4-5 provides a checklist of ergonomic

problems with possible solutions.
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ERGONOMIC PROBLEMS—POSSIBLE SOLUTIONS

Twisting the head from side to side

Elbow or forearm resting for long perlods
on hard or sharp work surface

Rapid, sustained keying

Significant amounts of hand stapling,
punching, lifting, opening mail

Prolonged sitting, especially in only one
position

Feet dangling, not weli supported

Twisted torso

Frequent or prolonged leaning or reaching

Light sources that can be seen by
the worker

Reflected glare on computer screen

Monitor image dim, fuzzy, smalii, or
otherwise difficult to read

Eyestrain complaints

Problem Possible Solution
Elbows splayed out from body Lower work surface
Lower chair armrests

Bring viewed item closer to centerline of view

Pad surfaces, corners, and armrests

Greater work variety
Aggressive break schedule

Mechanical aids, such as electric stapler or punch;

reduce size of lifted load

Greater work variety
Chair that supports posture changes through
easy adjustability

Lower chair
Lower work surface
Footrest

Rearrange work
Provide more knee space
Bring mouse and keyboard closer to body

Rearrange work
Bring mouse and keyboard closer to body

Cover or shieid light sources
Rearrange work area

Shield light sources

Glare screen

Move monitor so light comes from side angle,
not back

Upgrade monitor
Use software to enlarge image

Check all aspects of visual environment
Suggest consultation with vision speciaiist

*A Checkllst," accessed July 4, 2002; available from waw.office-ergo.com.

FIGURE 4~5 Ergonomic Problems—Possible Solutions
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Smoking and Substance Abuse

For years, research has made people aware
of the health dangers of smoking. Unfortu-
nately, a large number of people continue to
smoke. Additionally, substance abuse (aicohol
and drugs) is a major problem in society.

Smoking

With the public outcry to smoking, most orga-
nizations now have smoke-free environments
or designated spaces for smokers. Service
industries such as hotels and restaurants still
allow smoking in designated areas. However,
these areas are generally close to the non-
smoking area, so secondhand smoke can be
a problem. Studies have shown that breathing
secondhand smoke is unhealthy and that a
link exists between secondhand smoke and
emphysema and lung disease. Also, eye, nose,
and throat irritations can result from second-
hand smoke.

Substance Abuse

Substance abuse involves the use of alcohol
or drugs to the extent that the habit is debili-
tating for the individual using the substance.
it is a problem of monumental proportions in
society. Employees who abuse drugs have
high rates of absenteeism and illness. They
are absent an average of two to three times
more than other employees. Substance
abusers also perform at about two-thirds of
their actual potential, thus lowering produc-
tivity. Shoddy work and material waste can
also be the result of individuals who abuse
drugs. Substance abusers experience wide
mood swings, anxiety, depression, and anger.
Even small quantities of drugs in a person’s
system can cause deterioration of alertness,
clear mindedness, and reaction speed.

Security

Employees must believe they are safe in the
work environment. Effective organizations es-
tablish comprehensive safety plans that are
made available to all employees. Elements of
an effective safety plan are listed in Figure 4-6.

e

ELEMENTS OF AN
EFFECTIVE SAFETY PLAN

¢ Management assumes a isadershlp role in the
deveiopment and Impiementation of the pian.

* Responsibliity for safe:%/ and heaith actlvities is
clearly assigned to particular people within the
organlzation.

* Possible accident causes are properly identlfied
and eiimlnated or controlled.

* Appropriate safety and health-related trainlng is
instituted.

* An accident record system is maintained.

* A plan for emergencies is deveioped and
distributed to all employees.

* On-the-job awareness and safety and heaith
responsibliities are practiced by every employee.

*Employes Safety,” accessed July 4, 2002; avaliable from
www.restaurantvilie.com.

FIGURE 4~6 Elements of an Effective Safety Plan

Organizations can use a variety of proce-
dures to protect their employees. Security
guards can be stationed at doors to monitor
who enters and exists. Doors can have secu-
rity locks that are opened only by use of a
special card. Some organizations place televi-
sion screens and cameras at various locations.
Security personnel monitor these screens for
suspicious individuals or behaviors.

Regardless of your organization’s policies
or procedures to ensure employees’ safety,
you should establish practices of your own.
These are recommended:

* If you work late, notify the security staff.
Also tell someone at home that you are
working late. Call the person just before
you leave to say that you are on your way
home.

* If you drive to work, when possible, walk to
your car with someone else. Someone from
the security staff may be willing to accom-
pany you if you work in a high crime area.
Have your car keys ready to unlock your
car; then lock it immediately after getting in.




o If possible, situate yourself near others who
are working late.

o Work next to a telephone, and have emer-
gency numbers handy.

SUMMARY
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* Keep all doors to your office locked while
you are working.

* If you hear strange noises, call for help. Do
not investigate on your own. m

To reinforce what you have learned in this cha
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* Smoking and substance abuse in the workplace contributes to health problems, absenteeism,
poor performance, and depression.

* The organization is responsible for providing a safe place for employees to work. Employees

are responsible for observing the safety procedures of the organization and for establishing safe |
practices for themselves.

FIND THE PROBLEN

People Pharmaceuticals recently employed an individual from Saudi Arabia. You notice that the
young man, a part-time employee, is having great difficulty understanding what his job is and
how to accomplish it. You rarely see him chatting with anyone in the company and notice he Is
by himself on breaks and at lunch. You think this is because of the 9/i1 tragedy, after which
many of your coworkers volced their fear and distrust of people from the Middle East. You have _
been with the company on a part-time basis for almost a year and are successful at your job. You |

wonder whether you should try to help this young man. If you decide to help him, how would R
you go about doing so?

PROFESSIONAL POINTERS

Here are some tips for working successfully in teams.

* Business Is a team sport. No one individual can be successful without the support of his or her
fellow employees.

* Every member of a team must be involved; one way to get everyone involved is through appro-
priate communication.

° No one person has all the answers; all team members’ opinions are valuable.
* There is no I in the word team.

* Teamwork is not about seeking credit for one’s individual contributions; it is about the team
succeeding.

REINFORCEMENT ITEMS

. Explain the composition of the workforce team. i .;_
- List and explain criteria that make project teams successful.

- List and explain five techniques for communicating with diverse groups. - ;
- List five techniques that enhance team communication. 3 3

- Explain the meaning of ergonomics, and glve at least three precautionary measures to prevent
RSls,

UV bW N -
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CRITICAL-THINKING ACTIVITY |

Reynolds & Reynolds is a i5-year-old company providing computer services In the United States
and Canada. The company has been very successful over the last 10 years. in this time period, its
stock has Increased an average of i5 percent each year. The company attributes part of its success

b7t to its emphasis on solving problems through a team-based approach. Employees serve on project
B teams,
i Benjamin Toulous was asked by his supervisor to serve on an eight-member team to examine

. the company's employee evaluation procedures. Benjamin Is pleased about serving on this team.
e He believes he has several good suggestions that will improve the evaluation procedures. After

S he accepted the invitation to serve, he learned that the team leader was Jennifer Anvil, supervisor
- in the Accounting Department. Benjamin has little respect for Jennifer; he thinks she is a poor

: b supervisor. He has heard stories from several of her employees about how unfair she is. Although
. Benjamin has not had direct experience with lennifer as a supervisor, he believes she is an unac-

ceptable team leader.
i = What should Benjamin do? Think through the choices he has. As you think about what he
- should do, use critical-thinking principles, which demand the following:

o Intellectual curiosity

¢ Willingness to entertain new ideas

* Willingness to acquire new information

* Willingness to evaluate assumptions and inferences

VOCABULARY REVIEW |

Complete the Vocabulary Review for Chapter 4 given on page 45 of the Applications Workbook.

" ENGLISH AND WORD USAGE DRILL

3 Complete the English and Word Usage Drill for Chapter 4 listed on page 46 of the Applications [
e Workbook.

WORKPLACE APPLICATIONS |
A4-1 (Goals 1 and 3) |

1 Choose three or four classmates to work with on this project.
5 The local Chamber of Commerce asks you to write a two-page description of your i
E college/university. The Chamber will be using this description in a publication It is putting together [

3 = for new companies and individuals moving into the city. You need to include a short history of ‘

' the college, the number of students enrolled, and the types of programs offered. You also plan to r

ke include two or three photos of the college and students. Determine the parts/locations that reflect ‘
ANy the “spirit” of the college, and take photographs of these areas. J







