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ADMINISTRATIVE SUPERVISION/SUPERVISION II

There are usually fifteen gquestions in this section. Of the
fifteen, a few will be very difficult, a few very easy, and most
will be in betwecen. In answering the questions, it's good to
keep Iin mind the points on supervislion outlined on the next page.
Please read these first, and then answer the guestions. We
suggest you do no more than five guestions at a time, looking up
the answers and explanations in the back of the booklet after
completing sach set of five. Before your exam, we recommend

you reread the gection entitled, "Points to Keep In Mind When
Answering Supervisory Quections."

Good Luck!
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POINTS TO KEEP IN MIND WHEN ANSWERING SUPERVISORY QUESTIONS

Avold inconsistency.

Always give employees a chance to explain their actions be-
fore taking disciplinary action. Don't allow tooc much time
for a "cooling off" period before disciplining an employee.
Be specific in your criticisms,

Delegate responsibility wisely.

Do net argue or lose your temper, and avold belng impatient.

Promote mutual respect and be fair, impartial and open-
minded,

Keep in mind that asking for emplovees' advice and input can
be helpful in decision making.

If you make promises, keep them.

Always Keep the feelings, abilities, dignity and motives of
your staff in mind.

Remain loyal to your employees' interests.

Never criticize emplovees in front of others, or treat
employees like children.

Admit mistakes. Don't place blame on your employees, or
make excuses,

Be reascnable in your expectations, give complete instruc-
tions, and establish well-planned goals.

Be knowledgeable about office detalls and procedures, but
avold becoming bogged down in details,

Avoid supervising too closely or too loosely. Employees
should alsoc view you as an appreachable supervisor.

Remember that employees' personal problems may affect Job
performance, but bacome involved only when appropriate.

Work to develop workers, and to instill a feeling of
oooperation while working toward mutual goals.

Do not overpraise or underprailse, be properly appreciative.
Never ask an employee to discipline someone for you.

A complaint, even 1f unjustified, should he taken seriously,.



ADMINISTRATIVE SUPERVISION/SUPERVISION I1 QUESTIONS

For esach of the following gquestions, select the letter that
represents the best of the four possible answers,

Mg, Wilkinson is a manager in Agency Z who has the reputation
of being tough, but fair-minded. She has just been promoted
inte a different part of the agency, and now heads a unit of
thirty employees., She has observed that there are several
amployees who stick together. They seem to really enjoy
working together, and she has observed them discussing how to
solve work problems even on their lunch breaks, While she
realizes they are effectlive and good at what they do, she
does not like the idea of this infeormal work group staying
together, and possibly becoming more powerful and a threat

to her authority, She decides to take steps to weaken its
effectiveness,

The proposed action of Ms. Wilkinson is:

a. a good 1dea, since supervisors need complete control of
their units

b. a bad idea, since the employees are having a good time
and not causing trouble

¢. a good idea, since the informal work group is most likely
gsean as a clique and resented by other employees

d. a bad idea, since the informal work group is functioning
affectively, and she is most likely reacting in a
defensive manner

The middle manager is both "playver" and "coach," and needs

to combine different skills and actions. A middle manager
must see the "big picture," be detachad and have a more long-
range perspective, But he or she also needs to have detailed
knowledge of the jcb, abundant job experience and the ability
to become deeply involved in the work., It ls sometimes dif-
ficult for a middle manager to know if he or she is employing
the correct blend of these roles. Is he or she too involved
in being a player -- deoing too many things that should be
done by others? Or is he or she beilng too much of a ¢oach —-
delegating too much, and not being invelved enough? Heow much
one heeds to he player or ¢oach ig unigque to avery situation,
and very much influenced, not only by the actual job to be
done, but alsoc by the needs and demands of bosses, co-workers
and employvees,.



With which of the following choices would the aunthor most
likely agree?

a., when in doubt, a middle manager iz likely to be bhetter
off delesgating an assignment

L, 1f a middle manager has very competent employees, he or
she is likely to be better off being a "player" than a
"coach"

£, 1f a middle manager has a very demanding boss, hea or she
is likely to be better off being a "player”

d. 1f a situaticon calls for technical information that only
the middle manager has, he or she is likely to be hetter
off being a "player"

Bob Pearson supervises fifteen employees in Unit 2, a posi-
tion he has held for nine months. Befors being promoted,

he had worked in the same unit for four years, and was well
liked by all of his co-worksrs, He was an excellent
employee, and worked very hard, Bob has had a number of
problems since receiving his promotion, however. & new
employee in his unit seems to have an averslon to work., He
freguently comes in late and makes many personal phone calls
during the day. Bob has noticed this behavicr, but is reluc-
tant to do anything abeout it, Because he ig not sure if the
work he assigns the employee will get done, he gives much
less work to him than to the others, Since the unit has a
higher workload than ever, the work is piling up, and
everyone 1in the unit i1s concerned.

Cne day, one of the personnel managers approaches Bob, tells
him that the employees in the unit are upset about the
situation, and urges him to take action. The next day Bob
calls a meeting of the staff and announces that "some people
in the unit are coming in late, spending too much time on the
phane, and not getting any work done.," He also says that
this has te stop. That afterncon, Beob sends everyone in

his unit a memo which emphasizes these points and bans any
future perscnal calls in the office.

Bob's way of handling this situation was:

a., wise, since this should have the effect of “shaping up"
the other workers in thse unit as well

b. unwise, since it will lower productivity

€. unwise, since it is too indirect and punitive a respanse

d. wilse, since he would have hurt the new employee's
feelings 1f he had confronted him alone



¥You supervise a large uwnit of thirty employecs. Diane, an
employee in the unit, comes ko yvou and says she can't work
for Alan, her supervisor, anymore because he checks on her
work all the time and is very critical of her. She says
she has tried to talk to him akout the situation, but he
won't listen to her,

Qf the fellowing, it would be best if you reaponded by
saying:

a. "I'm sure Alan is treating yvou no differently than he
treats everyone else."

b, "Do you feel Alan is too critical of you?"

¢. "I don't think you should have gone over Alan's head by
coming to me with this mineor problem,"

d. "You wouldn't want Alan to accept poor guality work,
would youz"

Which of the following statementes is most accurate?

a. it is much better for supervisors to focus on an
employee's behavier rather than on his or her perscnality

b, 41t is not common for supervisors to procrastinate, hoping
a problem will go away

c. problems in working hakits are always more difficult for
supervisors to deal with than performance prchblems

d. when discussing an employec's behavior, it is wise for =
supervisor to attribute motives to the behavior

211 of the following are likely to be true of a new
supervisory situation, EXCEPT:

a. new supervisors are often on the spot during their first
few weeks on the joh

b, sSome new supervisors swell with responsibility instead of
growing with it

c. it's best if a new superviscr beging by making a lot of
changes

d. former cronies of the new supervisor may expect special
treatment and become resentful if it's not given

You have been the supervisor of a small unit for four months,
One of the employees you supervise has consistently performed
very poorly. You have talked with her on many ocecasions, and



evaluated her performance and set goals regularly. None of
this has helped, although she dges have the necessary skills
to do the job., It seems that ghe just doesn't like to work
very hard. She has been employed by the organization for
thirty years, and other long-time employvees have told you she
has always performed poorly, but her other supervisors always
overlooked her poor parformance because they knew she would
make a lot of trouble 1f she were formally disciplined, Your
unit's workload has increased significantly in the past three
months, and now the other employees must do a great deal of
the work she is unwilling to do.

0f the following, which would be the best action for you to
take?

a. discuss the situyation with the employee, and tell her you
will have to bhegin formal discipline procedures 1f her
performance does not improve

b. ask the employee to resign

c ask one of the long-time employees to discuss the
aituation with her, encouraging her to reaign

d. ask your supervisor to fire her

An emplayes you suypervise is axtremely competitive and very
abrasive. The other employees In vour unit are wvery resent-
ful of this employee, who often "shows them up” with the
very high guality of his work,

Of the following, it would bhe best if you:

&, let him know that, while you appreciate his concern and
attempts to produce high guality work, the ability to
get along with others and work as a team is just as
inportant as technical abillity

b. ignore the situation, since his work 1is of such high
quality

€. let him know that, although you apprecilate the high
quality of his work, you can't help but get ilrritated by
gsome of his behavior

d. try to understand why he is acting the way he 1s
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You have the responsibility of making a big decision, and
you would like to get some group input.,

Of the followlng, it is most important that you!

a. make sure everyone in the group has a chance to speak

b. make it clear whether you will abide by their sugges-
tions, or whether yvou just want to hear these suages-
tions to help yvou arrive at a possible solution

c. walt until everyone has spoken bafore silently deciding
whether to consider their idsas

d. use good problem-solving techniques during the meeting

Which of the following statements is least accurate?

a., most workers want to satisfy physical, soccial and
perscnal needs

b, a supervisor can have a significant impact upon an
employee's personal life

C. supervisors wha emphasize getting to know the needs of
their employees are not using their time wisely

d. most workers want responsibilities they can handle,
results they can demonstrate, and recognltion for what
they accomplish

You are the supervisor of a unit of twenty employeas., Janet
Graham, one of the employees, comes to you and says that
Mark Bell, her supervisor, is not supervising. 8She says he
does not take the time to give her direction or feedback on
her work., Janet also says that she often has had to do
assignments that should have been handled by Mark. Janet
understands that Mark has a large workload, but says that
she deoeg too. Bhe has tried to talk to Mark several times
about the situation, hut says he won't acknowledge that
there is a problem, Both Janet and Mark have performed wall
in the past.

How would you handle this situation?

a. inform Janet that she should not have ignored the chain
of command by going over Mark's head

bh. ask Janet to be more understanding of the pressures
faced by Mark

¢, thank Janet for coming to you, hut explain that there's
nothing vou can do

d. discuss the situation with Mark
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It iz now widely recognized that salaries, benefits and
working conditions have more of an impact on Jjob satis-
faction than on motivation., If they aren't satisfactory,
work perfermance and morale will suffer, But even when
they are very good, employees will net necessarily be
motlvated to work well. For example, The Wall Street
Journal recently reported that as many as 40% or 50% of
newly hired Wall Street lawyers (whose galaries start at
upwards of $50,000} guit within the first three years,
citing long hours, pressures and monotony as the prime
offenders. It seems there's just not enough of an intel-
lectual challenge in their jobs., An up-and-coming money-
market executive concluded:; "Whether it was $1 million or
$100 million, the procedure was the same. Except for the
tension, a baboon could have dome my job." When money and
benefits are adequatce, the most important additional deter-
minants of job satisfaction are more responsibility, a sense
of achievement, recognition and a chance to advance. BAnd
all of these have a more significant influence on employee
motivation and performance.

If you were a supervisor who agreed with the above passage,
which of the following would you most likely do?

a. press hard for large monetary bonuses for well-pald
executives that vou supervise

. enceourage employee invelvement in establishing esmplovee
assistance programs

¢, encourage employee participation in jeob design and
decision-making

d. encourage "Employee of the Year" awards

A sgupervisor feels very comfortable with two of the
employses she supervises bhecause they have work styles very
similar to her own.

0f the following, the supervisor should:

8. feel confident that the employees are dolng a very good
job

b. try to view their work as subjectively as possible

¢. try to view their work as objectively as possible

d. earefully reevaluate their past work performance

Ozzie Nelson is a perfectionist who often becomes aver-
whelmed because he's trying to do too much too well, He has
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extremely high expectations and seems to he showing signs
of "burnout." Ogzie just can't say no —— he will take on
anything, even if someons alse could or should do 1t. 2And
nothing leaves his desk unless it is done perfectly. You
know he is taking a lot of work home with him in order to
keep up.

Assume that you are Ozzie's supervisor. Whieh of the fol-
lowing do you feel would he the best way to handle the above
situation?

a. enrell Ozzie in a courss oh assertiveness

b. discuss with Ogzzie the issues of working too hard and
trying teo bhe perfect, and the conseguences of these

¢. B5it down with Ozzie and let him know it's all right to
make mistakes

d. enroll Ozzle in & course on establishing priorities

Which of the following statements 1s least accurate?

a., 1in order to be highly productive it usually doesn't
matter whether a work group feels the general organi-
eatlonal elimate is a fair and friendly one

br. work groups are likely to contain an informal alignment
based on status and avthority

¢, superviscrs should accept the subgroups that often form
within work units

d. it's not desirable for a supervisor to be seen as an
cutsider impesing controls on members of the work group

Whan conducting a corrective interview, a supervisor sheould
do all of the fellowing, EXCEPT:

a. state the purpose of the interview

b, change the employee's point of view

c. state the problem, review expsectations, and review the
aemnployee's current performance

d. give time-frames

An employee writes: Derogatory criticlsm of a person's work
can be very harmful. A superviscr should be able to correct
an amployee without destroying his or her self-worth. A
very minor example i1s a typist's mistake or typographical
error that is sent hack along with a 3 x 5 sheet of paper
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on which the typist's name is written, underlined, and
deliberately misspelled, To me and the othar typists in
my department, it is a little degrading and implies a
certain amount of ignorance and a lack of respect. Little
things add up to a lot.

Which of the following statements is best supported by the
above passage?

a. respect and dignity on the job are important to
employaes

h. supervisors should only criticize an employee's work
when they abhsolutely have to

c. a supervisor's ability to take criticism well is
important in order to set an example for the super-
visor's employees

d. give employees an inch and they'll take a mile

You have just recelved a promotion to a different unit.
Until he failed the oral exam for the title, Murray Foster,
a long-time and well-liked employee, had hriefly held this
pasition preovisionally. You have been in the job for two
weeks, and have noticed that Murray is very bitter about the
gituation and is subtly undermining your authority,

Of the following, it would be hest if you:

a. had Murray transferred as soon as possible

b, spoke with Murray about the situation

2. 38poke with your superviser akbout the situation, and
asked him or her te talk with the employee

d. 1ignored the situation for two more weeks to glve Murray
more time to adiust to it

I belisve that many of the problems I encountered were prok-
lems of fit with the informal organization. My peers and
supervisors weare unakle to percelve me as baing able to per-
form the job that the company hired me for. Thelr reaction
to me was disbelief. I was out of the "place” normally
filled by klack people in the company; and since no hlack
person had preceded me successfully, it was easy for my an-
tagonists to believe T was inadequate, and to act as if I
were.

-— A klack manager on his experience
in the early 1960's

10
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Which of the following statements 1ls best supported by the
above passaga?

a. the informal organization is often beyond a supervisor's
best efforts to contrel i1t

h. expectations can sgignificantly affect behavior and
perceptions

¢, informal organizations wield little power

d. informal ocrganlzations are very powerful

You gupervise a unit of twenty employees. Sometimes you
must ask your employees to work overtime., You are careful
to allocate the overtime fairly. Most of the employees
are cooperative, but Andy always resists., Tonight he said
that you deliberately pick him to work on Monday nights
bacause you're afraid to ask anyone else to miss the foot-
kall game on TV.

0f the following, it would be best if you responded by
saying:

a. "It's your own fault for always resisting overtime."

b. "If you think you aren't getting a fair deal on over-
time, we can discuseg it, but I do need you to work over-
time tonight."

c. "It's only a game. Besides, I've been fairly allocating
overtime on Menday nights to every employee on a regular
schadule,"

d. "I really don't thipk I've been singling you out,"

When supervising, it's best for supervisors tog

a. focus primarily on appearances

b. refine their hidden expectations

c. focus on an employee's attitude toward the job as a
basis for performance evaluation

d. know the job standards, and be sure employees know them
too

You are the manager of a larges unit of fifty employees.
Jane, a typist in the unit, comes to you with a complaint
about her supervisor, Marie, Marie is a program analyst

who transferred to your unit last year. Jane, a very good
and reliable worker, tells you that Marie has been taking up

11
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a lot of the secretaries' and other workers' time by talking
with them a great deal about projects she is working on.
Jane says she realizes that Marie is insecure about her work
and needs a lot of support, but her behavior is causing some
disruption. Because you are Marie's supervisor, she asks
you to intervene,

0f the following choices, it would be best 1f vou:

a. went over Marie's personnel records for clues of poor
performance and then discussed the situatlion with her

k. told Jane she should have gons dirvectly to Marie to
discuss the problem, instead of coming te you

¢. asked Jane for more proof

d. called Marie in to ask her how she is doing, and asked
if you could do anything to make her feel more camfort-
able on the jab

O0f the following statements, which would most likely be
appropriate for a supervisor to say to someone he or she
suparvises?

a. "I'm concerned about the impact yvour long coffee breaks
are having on the other employees, I'd like you to
shorten them."

. "Time off next week? You must be kidding!l"

c. "You must be pretty thirsty te take all those long
coffee breaks."

d. "I get annoyed every time I see vou coming in late."

When Napoleon was asked why he reinstituted the symbolic and
practically worthless Legion of Honor Medal, he replied,
"You lead men by baubles, not words."

Which of the following would mest accurately reflect this
statement?

A. a supervisor gives all of the emplovees she supervises
"outstanding" evaluations

k. a supervisor never overly praises those he supervises

c., a supervisor passes out trophies annually to ocutstanding
enployees

d. a supervisor praises those she supervises only when they
deserve it

12
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411 of the following are common problems faced by new
supervisors, EXCEPT:

a. difficulty in making decisions because of the fear of
making a mistake

b, spending toco much time procrastinating or collecting
data hefore making a decision

c. Bsuccess in delegating work

d. succumbing to waves of inertia because of fear

Which of the folleowing is not true ahout planning and
organizing work?

a., ygoeod planning skills are not as important as good
people skills

b, well-written operating manuals and other guides can
allow a supervisor to primarily manage by exception

c. every operation needs planning, even when 1t looks
routine

d. a ygood supervigor should have alternatives readily
available for potential problems that are predictable

Two weeks ago you asked one of your enployees to be sure to
keep a copy of all mail-in requests that come in to your
office reguesting information about an important project.
You have just found out he has not been doing 1it. He
explains that he thought you said it would be "nice"™ if he
kept copies. You are gquite uypget about this,

Of the following, it would be best if you:

a. tried to find out how the possible misunderstanding
occurred, and ask him to follow your instructions

b, tried to find out how the pessible misunderstanding
cecurred, and then ask him if he is willing to keep
the copies

¢, assigned the task to scmeone else

d. told him that when you say "it would be nice if," you
mean he should do something

You have just been appointed superviscor of a large unit of
thirty employees. You immediately notice there is a sort of
"ecaste system" in the office, which runs along salary-grade
lines. Although it is in their job descriptions, certain

13
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enployees are not allowed to answer the phone when it rings,
They must wait for a higher-grade employee to answer it.

The slightly higher-grade employees have a number of
privileges, and alsc get to decide things like when the
blinds should be open. There is a great deal of divisive-
ness in the unit,

Qf the following, it would be hesat if you:

a. walted at least a month hefore taking any sort of
action in order to acquire more information

b. held a staff meeting as scon as possible to discuss
the situation

c. asked the former supervisor why things had gotten to
this stage

d. slowly, but firmly, began changing pelicies

Wilbur Post seems allergic to detall. He thinks of himself
as a man of action who gets right to the heart of the issue
-- and very often he does. He hands in his work early, but
occasionally it needs to be radone because a key detaill has
been overlocked, Wilbur is a very valuakle, intslligent
employee, wWho has a lot of enthusiasm. You'wve noticed, how-
ever, that this enthuslasm for undertaking new projects
somebtimes gets in the way of his fellow-through.

If you were Wilbur's supervisor, which of the following do
you feel would bhe the best way to handle the ahove
situaktion?

a. whenever possible assign a co-worker who is good at
handling details to work on projects with Wilbur

b. dilscuss the matter honestly with Wilbur, and order him
to change his work habits

¢. anonymously send Wilbur an article on the ilmportance of
attention to detall and eof follow-through

d, discuss the matter honestly with Wilbur, and ask him tco
establish work goals

You supervise a small unit of five employees. The day
before you are akout to leave for a much needed and well
deserved two-week vacation abroad, the most competent

worker asks to speak privately with you., The employee tells
you that she has just been offered a better paving job with
another organization. She is the employee who has been in
the unit the longest and knows a great deal of valuable

14
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information about procedures and tasks that the other
employees don't know. There has been talk for a while of
upgrading her position.

Qf the following, i1t would be best if you:

a. sSincerely stated that you don't want to stand in her
way, congratulate her, and let her know that you'll miss
her wvery much

b. changed procedurses so that never again would so much
expertise be left to just one employee

¢, discussed the matter fully with the employee, and if
she wished to stay with your unit, assured her that you
would instruct your replacemant supervisor to
immediately begin the process of upgrading her

d. discussed the matter with the employee, letting her know
how valuable she is, and then asksd her to stay long
encaugh to train someone fully before she leaves

You've assigned a new project to one of the employees you
supervise., Soon after the assignment, she comes inte your
office and asks that you gilve the project teo ancther worker,
She feels she's not gualified to complete it correctly, and
that she will do a poor job.

Of the following, it would ke best 1f yous

a. urged her to complete the project bscause this is a
golden opportunity for her to shine

b, allowed her to express her gdoubts, and then provided
support in helping her grganize and master the projsct

¢, reassigned the project to someone who would like to do
it

d. asked her why she 18 so insecure about deoing the project

All of the following are true, EXCEPT:

a. sSupport on the Jjob can reduce stress

k. an employee's self-esteem 1s rarely a critical determi-
nant of performance

¢, emnployees who are allowed teo participate in making
decisions about how a task 15 to be performed are mere
enthugiastic about the task, and are more likely to do
the task well

d. a supervisor's behavior has a greater effect on his or
her employees than most supervisors recognize

15
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Cur contrel systems are designed under the apparent assump-
tion that ninety percent of the people are lazy ne'er-do-
wells, just waiting to lie, cheat, steal . . . . We demar-
alize the ninety-five percent of the workforce who do act
like adults by designing systems to cover our taills against
the five percent who really are bad actors,

~-- General Motors Manager

A supervisor who believed the above statement would most
likely:

a., give employees more discretion in pearfoarming tasks

b, supervise employees very closely

¢, supervise problem employees more loosely than other
supervisors would

d. glve employees less discretion in performing tasks

All of the follewing are common problems found in new
supervisors, EXCEPT:

a. an over- or underestimation of what they can accomplish

b. an unwillingness to accept posltive feedback from those
they supervise

z. overly flattering behavior towards thelr supervisors

d. a tendency to become overly concerned with appearance
rather than substance

Phyllis Grogan is a typist who works in a =zmall typing pocol
in Agency Z., She has worked there for a year and a half,
and has recelved excellent evaluations. Phyllis i3 a 24-
year-old white female. Her supervisor is Patricia Richards,
a 45-year-old white female. They have always gobtten along
well, and maorale in the unit is good, There are five white
females and one Higpanic female in the unit.

One night Phyllis and her huesgband, whe is black, ran into
Patricila and her hushand as they were leaving the movie
theater, Phyllis noticed that Patricila seemed uncomfort-
able, but didn’'t think much more about it. The fellowing
Monday, Patricia asked Phyllis how she enjoyed the movie,
She alsc asked if that was Phyllis's husband with her.
When Phyllis replied that it was, Patricia gave her a weak
emile, talked a little more, and left. Since that time
Patriclia has been guite cold to Phyllis, PFor the last
month, Phyllis has noticed that she has been getting all of
the assignments for typing tabular material and other

16
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difficult typing that no one else wante. Previcusly, this
work had been evenly distributed among all of the typlets.

The above passage is an example of:

8. comparable worth

h. sgubtle discrimination

¢. sexual harasament

d. egual pay for equal work

At a staff meeting, another supervisor made a comment that
you felt was very critical of your department. You are
about to meet with him in his office,

Of the following, it would be hest if you said:

a. "I really didn't appreciate that comment you made about
my department during the staff meeting."

b. "That sure was an interesting staff meeting, I learned
a lot. How about you?"

¢. "I was concernsd about your comments on my department
this morning. Do you have any suggestions on how I
might improve things?"

d. "I was interested in what you had to say today in the
staff meeting, I feel some of your remarks were
critical of my department, and I'd like to talk with
you about them,"

Donna Reed's style has no doubt increased her supervisor's
risk of heart attack significantly. She is a procrastinator
and a last minute operator. B8he seems to thrive on the
challenge of these self-imposed tight deadlines. Her
supervisor has even tried lying and pushing the deadline of
a project up a week bhefore it was really due, but somehow
she always finds out the truth. The guality of her work is
excellent, but her superviscor pever can he sure a projact
will be finished on time. Her supervisor feels he couldn't
constantly work under that sort of stress, and can't imagine
that Donna is not going to succumb to the pressure one of
thege days and miss a deadline. Besides, he feels all that
stress isn't gocod for her health,
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Please select the cholce helow that you feel would be the
best way tc handle the above situation:

a. Donna's supervisor deoes nothing

b. Donna's supervisor calls her in to his office and
lectures her about the importance of not procrastinating

¢, Danna's supervisor anonymously sends her a book on
planning and time management

d. Donna's superviscor threatens her with severe formal
disciplinary action unless she stope procrastinating

Barbara Rogers 1is an smployee who has a reputation for being
a troublemaker, §She comes to her supervisor, Jack Burns,
and says she is being sexually harassed. Barbara accuses
Jack's supervisor, David London, who has been a close friend
aof Jack's for many years,

Jack should:

a. take Barbara's cemplaint seriously

L. refer Barbara tc counseling or to an Employee Assistance
Brogram

c. ligten to Barbara gympathetically, advise her to go to
the Affirmative Action 0Office to file a complaint, hut
also warn David that a complaint is going to bhe filed
against him

d. ask Barbara if she has any documentation to support her
allegations

Which of the following statements about supervision is least
agocurate?

a. once an emnployvee performs well, he or she will continue
to perform at that level

b, it's important for supervisors to encourage the
employees they supervise to employ good delegation
skills

¢, hidden expectations a supervisor may have, like assuming
an employes doean't mind taking work home, can be harm-
ful

d. supervisors should always be trying to improve their
gupervisory skills
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Which of the following would not be considered an axample
of subtle discrimination against an employee who is a pro-
tected-class member?

&, & supervisor protects a protected-class member by
never giving negative fesdback, and by glving easy
assignments

b, a sgupervigor asks a highly respected protected-class
member in the unit teo talk with a Hispanic employee
about a performance problem

C. a supervisor treats black male employees with more
respect than she treats white male employees

d. a superviscor shares important infeoermation much more with
male employees than with female employees

You supervise eight employees. In order to protect all of
them from eyestrain, one particular assignment that reguires
close eyework 1s rotated and shared by everyone. One of the
aemployees hag just complained to you that he receives more
of this work than the others, and he wants to be excused
from doing the work today. You're not completely sure that
hae's incorrect.

Of the following, it would be hest if vou responded by
saying:

a. '"Let me review my records to see if I've assigned the
work fairly, and I'll get right back to you."

b. "I've given a lot of thought to how assignments are
allocated, and it's fair for everyone. Please go back
to work.”

c¢. "Last week you complained about needing a new electric
stapler, The week before you said you lost money in
the vending machine., Isn't there anything you like
around here?"

de "I'm really sorry things have worked out this way, but
I have to ask you to do the work anyway."

Dennis Morgan works very, very hard but isn't as productive
as he could be, considering how hard he works, He seems to
have a hard time setting pricrities and determining what is
really important. There have heen a number of occaslons
when you've found him hard at work on projects that were of
much lower priority than others that were sitting on his
desk, He also loves to collect information, and thinks tons
of information (some relevant, some not) will help him make
the "perfect decision,”
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If you were Dennis' supervisor, which of the following do
you feel would bhe the best way to handle the above
situation?

a. &it down with him and assist him in improving his
decision-making skills

k. meet with him to discuss your observations and then
review his projects, establish priocrities and set
realistic goals together

¢. have him attend a training course on improving self-
esteem

d. have him attend a training program on improving
decision-making skills

An employee writes: 2 few years back I had the cccasion to
work at an agency where a new manager came in. We soon
found out that the happy atmosphere we had all enjoved for
the past few years was slowly ercding., We started receiving
memos for eaverything and anything; such as no more placing
seweatars on chairs, absolutely clear desk tops, personal
chattering is forbidden at all times, compulsory signing in
and ocut at lunch time, and so on. This scon brought a hig
change in our health. We got nervous stomachs, headaches,
high bloocd pressure, and so on, He alse stated thalt women
were taking men's jobs away and should be at home, Many of
us spoke to the higher-ups, but nothing was done. S0 now 1T
had to make a big decision. T loved my Jjob but not the
atmosphere I was working in. I was fortunate 1n having a
friend who helped me to get into another agency where I
still work. This atmosphere caused guite a few more people
to leave, and it was a big shame because we all were good,
productive workers., In fact, in many cases the agency had
hire two workers to do the job one of us had been able to
do so well,

What could the adminisgtrators have done to avold the above
situation?

a. conducted exit interviews of the employees who left to
determine their reasons for leaving

b, instituted the ahove changes more slowly

c. realized the changes were hurting employee morale and
withdrawn them

d. used the carrot-and-atick approach to management
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John Brock is a 25-vear-cld black Training Specialist
trainee in Agency X. He has been with the agency for eight
months, John works with Ed Gordon, a 28-year-old white
Training Specialist who has been in his position for four
years, Thelr supervisor is Daniel Hamnah, a 30-year-old
white male who has been supervisor for six years. Daniel
and Ed are good friends. John has become upset because he
and Ed are treated so differently,., Ed is allowed to come in
late and leave early. On days when Ed drives his car to the
office, he is allowed to leave every 90 minutes to change
his parking place sc that he won't get a parking ticket. Ed
never has to let Danilel knew where he is going, or what
meetings he iz attending. John is not allowed any leave
violations, however minor. The sscond time he was a few
minutes late to work, Daniel ¢alled him in to his office and
reprimanded him. There ig a training conference in Washing-
ten, D.C., that Ed and Daniel are going teo. John has asked
permission to go, but has been told he can't go because he
wouldn't bhenefit as much as Ed and Daniel would,

0f the following statements, which best applises to the
above paragraph?

a, bad supervision can logk a lot like discrimination

kb, friends should never work together

c. agencies should provide parking for their employees in
order to lmprove productivity and reduce friction

d., supervisors should be careful in choosing when to
reprimand employees

2ll of the following are common problems faced by new
supervisors, BXCEPT:

a. one's former peers are now people one has to supervise,
and this ecan lead to confuslion, conflict or resentment

b, the supervisor may have been "top dog" in the previocus
title, and now has te start at the "bottom" in the new
position; thilis can lead to arrogant or defenzive
behavior

¢. new aupervisors usually experience low levels of stress

d. the new superviscr is often selected because he or she
was a very competent employee, not because he or she
demonstrated leadership or supervisory skills, and
the lack of these skills can lead to serious problems
with those he or she supervises
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ANSWERS AND EXPLANATICNS

Before we begin, it's very important to keep in mind that super-
visory test guestions just can't reflect reality very well, By
their very nature, they are artificial, presenting situations
that are contrived. Real life is much more complex. In real
life, you would make decisgions by examining a variety of factors,
most of which can't be presented in a brief exam guestion. Sa,
to do well on this exam, you nsed to be able to let go of all
your ideas about what the answer ghould be and all your frustra-
tions about the limited nature of the questions. You have to
become comfortable selecting the best of the four choices you are
given, especially when you don't like any of the cholces,

Whether you like them or not, you have to do your best with what
vou are given,

1. The answer is choice d. Choices a and ¢ are incorrect
because Ms. Wilkenson's idea is not a good one, It is natural
for employees to "stick tcgether?“dhnd it can help to make the
workplace more enjoyable and productive. In fact, the passage
says that they are effective, good at what they do, and seem to
really enjoy working together. There is nothing to indicate that
their friendliness is having any kind of negative impact at the
workplace -- except for Ms, Wilkinson's fears that the group may
become too powerful and threaten her authorlty. 2And the passage
never says anything that would support these fears, Choice a i=s
also incorrect because it goes too far. There is a vast differ-
ence between having control and having complete control. A
supervisor should have control over approprlate things in the
workplace, but complete control 1s much too authoritarian. Petty
tyrants usually do not make good supervisors. The case for
eliminating choice ¢ is bolstered by the fact that the passage
doesn't mention any resentment on the part of other employees in
the unit. Choice b i incorrect because the reasons given in it
-~ employees having a good time and not ¢ausing trouble -- are
net as good as the reasons given in choice d., Choice d talks
abont the effectiveness of the work group and the probable
defensiveness of the supervisor, both of which are supported by
the passage,

2. The answer is cholce d. This requires very careful reading
of the passagde., Cholece a iz incorrect because it is not stated
or implied anywhere in the passage., Cholce b is incorrect
because a middle manager who has very competent employees would
most likely be bhetter off delegating more. The amployees perform
well, so they can probably do more of the work themselves, This
would mean being a coach, not a player. <Cholce ¢ is incorrect
hecause it is not stated or implied by the passage. There is not
aencugh information given to determine what wouwld be the bhest
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gourse of action if one had a very demanding boss. Choice d is
correct because a middle manager who is the only one with needed
technical information can't delegate the task and so can't be a
coach -- he or she has to be a plaver,

3. The answer 1s choice ¢. Cholce a is incorrect because it

is most likely that Bob's use of this indirect approach would
alienate the other employees. They are very aware of how the
problem employee is negatively affecting their lives and would
most likely resent Bob for not handling the problem directly.
Choice b is incorrect because it is too much to assume that
proguctivity will be lowered., 1It's possible that the other
amployees would hecome so resentful of Bebh's mismanagement of

the situation that productivity would go down, but it's also
possaible that this would not occur. ©f course, choice b could bhe
the right answer if there were no better choice, but it's besat to
read all the choices in hopes of finding one. Cholce d is not a
hetter cholce because the supervisor is taking the "cowardly"
appraoach to disciplining the employvee, Cheoice ¢ is correct
because Bob's action is not directed at the problem emplovee,

and so it punishes innocent employees.

4, The answer is choice b. Cholce a 1s incorrect hecause you
can't be sure from the information given that Alan is treating
her no differently than he treats everyone else. B&also, if
averyone is being treated in this way, Alan's behavior is guite
harsh, It’s not gaod supervision, and c¢ould ke seriously
affecting the werk envirconment and productivity. Choice ¢ is
incorrect because she said that she's already tried to talk with
him, but he wouldn't listen, It's alsoc ilncorrect hecause it's an
abrupt response, and it's not good practice to call her problem
"minor." Choice d is incorrect because 1t is abrupt and assumes
that her work is of poor quality. Choice b may seem like a
cowardly response -- not vexry effective and a little toe much
like something a therapist would say -- but it's the only safe
cholee, It shows that you are listening and that you are taking
her problem seriously.

5. The answer is choice a. Cheice b ig incorrect because it

is common for supervisors to procrastinate when faced with a
problem. Chotce ¢ 18 incerrect because it 1s an overgeneraliza-
tion. Although it is probably true that work-habit problems
{lLateness, absenteeism, and so on} are usually more difficult

to deal with than performance problems since skills that cause
performance problems can often be upgradsd, it 1s too much to
assume that work-habit problems are always more difficult for
supervisors to deal with., Choiece d 18 incorrect because it is
not wise for a supervisor to attribute motiwves to another's
hehavior., It's very possible that the supervisor deesn't know
why the employee 1s doing something, even though he or she thinks
she knows. Also, people tend to react negatively when someone
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tells them why they did something; it tends to make them defen-

sive, <Cholce a 18 correct bhecause focussing on persconality also
tends to put people on the defensive, It's much wiser to focus

ol behavior,

&. The answer 1ls cholice ¢, Cheice ¢ is the only incorrect
chaotce. People usually have a difficult time with c¢hange, so
it's not considered good practice for a new supervisor to begin
by making a2 lot of changes, {O0f course, there could be a time
when 1t would be best to make a lot of changes, but this is the
exception, not the rule.) One of the reasons that the other
cholces are so much more "true" than cheoice ¢ 1s that they are
all cualified. Choice ¢ says that "it's best"; this makes it
an absolute., The other choices all contain words to indicate
that they are not true 100% of the time, Choice a uses often,
cholee b uses gome, and choice 4 uses may. By allowlng room for
excepltionsg, these choices are more acourate.

7. The answer 1s choice a. Cheice b is incorrect bhecause it

is more appropriate to begin disciplinary procedures, and also
hecause the passage makes it pretty c¢lear that the employee would
not resign. It says that she would make a lot of trouble,
Cholce ¢ is incorrect hecause, not only is it unlikely that the
emplovee would resign, it's also not considered good practice to
have ancther enployee do scmething the supervisor should do.
Cholece 4 1s incorrect because it is not appropriate to have your
supervisor handle something you should handle., And even your
suparvisor would most likely have to follow a set of formal
praceduras bafore the employee could be let go. Cholce a is the
best choice because it is the most apprepriate choice, and is
likely to be the most effective.

B. The answer is choice a. Cheoice b is incorrect because his
behavior is having a negative effect on the other employees.
Choiece ¢ is incorrect hecause expressing your irritation is not
the most constructive approach to take. It doesn't offer a
poaltive reason for different bhehavior, like the importance of
working together as a team. Cheice d is incorrect because, while
it 18 important to try to understand why an employee acts the way
he or she does, it's not much good if a supervisor doesn't act on
the information, Of the four choices given, choice a gives the
moskt appropriate action,

9, The answer 1s choice b, You need to pick the cheoice that
gtates what is most important. While all of the choices listed
are important, if you don't make it clear that you want their
input in making what will ultimately be your decision, you

will be making a very serious mistake. The employees are very
likely to feel manipulated and to he resentful.
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10. The answer is cholce o, Choice a iz true, Cholce b is
correct because supervisors can indeed have a significant impact
upon an employee's personal life, This might have sounded
strange, but think about how many times emplovees with difficult
or incompetent superviscrs have "brought the supervisors home in
their heads," Studies have also found that problems with an
employee's supervisor can lead to a great deal of stress for the
employee, Choice d is true. Cholice ¢ is not true because it is
wise for supervisors to get to know the needs of their employees.

117, The answer is choice d. ¢Cholce a is incorrect because Janet
has already tried to talk with Mark. It's also not a very empa-
thetie responze. Choice b is incorrect because both employees
are under pressure, and it logks like you are favoring one
employee over the other. Choice ¢ is incorrect because there is
something vyou can do. You ¢an discuss the situation with Mark,
cholee 4, to get more information. You need to find out if this
problem really exists, and if it is one that Mark "won't
acknowledge,"” You may not have liked cholece d bhecause you

may have preferred to begin with a more subtle, fact-finding
approach, but it's the best of the four cholces given.

12, The answer is cheoice ¢, Choice a i1s incorrect hecause the
passage gives the exanple of well-paid axecutives who are bored
with their jobs. Cheoice b might be a possibility, bhecause it
addresses the issue of enployee involvement, but it's too spe-
cific, Not all dissatisfied employees are golng to want to

get involved 1n this particular program, Choice ¢ is a hetter
choice because it directly addresses the problem. Participa-
tien in job design should give individuals a way of changing
their jobs to help eliminate the bhoredom., &nd involvement in jcb
design and decision-making would alleow them to have more respon-
sibility, more racognition, and a greater sense of achlevement.
According to the passage, these have a significant influence on
employee motivation and performance. Cheoice 4 is incorrsct
because, while it is an attempt to recognize and encourage good
performance, it doesn't do anything to make the job any more
interesting and would directly affect only a small number of
anployees.

13, The answer is cheice ©. Choice a 18 incorrect because the
fact that an employee has a work style similar to your own does
not necessarily mean that he or she 1s doing a very good job,
Supervisors canh be fooled by appearances sometimes, Cholce b is
incorrect becauss toe view someone's work subjectively means to
have a blased view, and this is not recommended., Choice 4, to
carefully reevaluate their past work performance, does not geem
necessary. It's toe formal, and probably invelves more work than
1ls nec¢essary. Still, it could have been the correct choice if
choice ¢ didn't exist. Choiece ¢, to try to view their work as
objectively as possible, ies the bast of the four choices given.

26



It simply means that the superviscor should be aware of this
tendency in him or herself and try not to let it coler his or her
agsessment of the employees' work.

14, The answer 1s choice b. Choice a is incorrect hecause we're
not sure that Qzzie has a problem with assertiveness. He might
have trouble saying "no" because he wants to be very helpful.

And even if Ozzie did have a problem with assertiveness, he has
other problems that need to be addressed. Cholice ¢ is incorrect
primarily because it doesn't address the problem of Qzzie's
working too hard and job burnout. Cholece d is incorrect because
it's too specific. A course in establishing priorities may help
with some of Ozzie's problems, but it will not help him deal with
his perfectionism or his tendency to take on too many things,
Cholce b is correct because 1t best deals with the variety of
problems Ozzie faces., If done correctly, a discussion with his
supervisor about the situation could help a dreat deal because
most employees are affected by the opinicns of thelr supervisors.

15. The answer is cheoice a. Choice b is true, Informal
alignments are likely to exist; they are a natural part of the
workplace. Cheice ¢ is also true. Unless they are destructive,
subgroups are a natural part of the workplace, and supervisors
should accept them. Choice 4 ieg not the right answer because, as
much as possible, a supervisor shouldn't be seen as an outsider
who imposes contrels, Choice a is correct because studies have
shown {and common sense would tell you) that an unfair or
unfriendly work climate can significantly affect worker morale
and productivity. ©Of course,; there are situations where produc-
tivity would not be affected, but the passage says it usually
deesn't affect productivity, and this is simply not true,

16. The anawer is choice b, When conducting a ecorrective inter-
view, a supervisor should state the purpoesc (choice a); state the
problem, review expectations, and review the employee's current
performance (cholce c}; and give time-frames {(choice 4}, 1It's
important to give time-frames for follow-up and improvement, but
you might have thought cheoice d was inadequate because 1t didn’t
give encugh information. It's an acceptable statement, and can
be eliminated as the answer because choice b 1s not true, If a
supervisor goes into the interview thinking he or she 1s going to
"change the employee's point of view,” the supervisor could get
into a lot of trouble, A supervisor can hope to changes an
emplayee's behavior by taking corrective action, but it's too
much to expect to change the employee's point of view.

17. The answer is cholice a. This is a tricky guestion if you
don't read it carefully. Choice b is incorrect because the
employee does not state that supervisors should only criticize
work when they absolutely have to. The employee is upset because
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criticism is given in an offensive manner. We can't be sure how
the author feels about supervisory eriticism in general. Choice
¢, while 1t is true, is not supported by the passage. Choice d
12 inecorrect because the author does not feel this way. After
reading this passage some superviscors might think, "“boy, give
them an inch and they'll take a mile," but that was not the feel-
ing of the author. The statement is alse not warranted because
the employee has a legitimate complaint., Since the issue is

that supervisors should treat their employees with respect and
dignity, cheice a is correct,

18, The answer is choice b. It would be best if you first
discussed the situation with Murray. Later, 1f the discussion
deesn't help, you may have to discuss the situation with wvour
supervisor and ask him or her to talk with Murray. At this
point, howewver, it would bhe bhest te try to resolve the situation
yourself, There are two reasons for this, One, you don't want
to bother your supervisor, whose first dguestion to you is likely
to be, "Well, have you talked with him about it?" Secondly, you
are new and you probably den't know how well your supervisor and
Murray like each other. Choice a is incorrect because it's bhest
to try to talk with the employee first, rather than just getting
rid of him as soon as possible. Aside from the fact that it is
unfair and shows a lack of empathy, it's liabhle to serilously
affect morale and productivity. It could do more to undermine
you than Murray ever did., Choice 4 is incorrect because the
sitvation 1s serious, and ignoring it is unlikely teo make things
any better. Of course, in some real 1life situations, 1t might be
better to allow more time to let things settle down. When faced
with a situation like this in an exam guestion, however, it's
best to stick with the choice that is more likely to work and
shows the more pesitive and active course. Choice d is too
passive, and could have serious, negative consequences. Allowing
Murray to undermine your authority for two more weeks might make
you appear weak to him and to the other emplovees you supervise.

19. The answer is choice b, Again, you need to read this pas-
sage very carefully. You aren't being asked which choice makes
the most sense. You're being asked which statement is best
supported by the passage., Choices & and ¢ are lncorrect bhecause
they are not mentioned or inferred by the passage. Cholce & is
incorrect because it is too strong; the wording implies that all
informal organizations are very powerful., While the passage does
show one inatance in which an informal organization had a lot of
influence on the worklife of an individual, it's too much to use
this to generalize about informal organizations. Choice b is =z
much ketter choice. The auvthor's main point is that, because he
was placed in a role that others did not expect him to be in,
they were unable to perceive him as competent and treated him as
if he weren't., People's expectations can significantly affect
their perceptions and behavior,.
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20. The answer is choice b. <Cholce a is incerrect because it's
rude, and you are admitting that you are treating the employes
unfairly. Choice ¢ is incorrect because stating "it's only a
game" could offend the employee. Choice d is incorrect because
it i5 too abrupt, especially compared with c¢holce b, It doesn't
allow any room for the employee's point of view. Cholce b is a
hetter choice because it's firm but allows for discussion. You
may not have been crazy about it, but it's a better cheoice than
any of the others.

21, The answer is choice 4, Chelce a is incorrect becauge it
is a mistake for supervigsors to focus on appearances; they need
to know what is really golng on. Choice b 1s incorrect because
supervisors should try to eliminate their hidden expectations,
not refine them. Choice ¢ is incorrect because an employee’s
"attitude'" can be a highly subjective factor, difficult for
supervigors to objectively and accurately measure, Alsc, an
employee may have a great attitude and still be performing
poorly.

22. The answer 1s choice a. Another tricky guestion, &As we
have sald so many times, sometimes you have to pick a choice that
you are not really craezy about, Again, these situations are
artificial and contrived, and vou don't always have all the
information you need to make a decision you're really sure of.
On an exam, 1f you find a question that is too ambiguous to make
a clear choice, we recommend you appeal it. This question is
borderline, which 1s why we included it. Choice b is incorrect
becavge 1t's understandable why Jane would come te you rather
than Marie about this sensitive problem. Choice ¢ is incorrect
kecause 1t could be insulting. You might want to try teo chserve
the situation yvourself, but that is not included in any of the
cholces. Choice a is a slightly better cheoice than choice d
because it is a more direct apprcach, and the supervisor does do
some background research on the problem, In most cases, but not
all, the direct approach would probably be best -- again, the
problem of artificial exam guestion environments.

23. The answer is choice a. Cholce b 1s incorrect because,
while amising and very "real life," it is inappropriate. Choice
¢ is inecorrect because it is indirect and probably meant to he
sarcastic. Again, it's real life, but supervisors are supposed
to be more polite, Choice d is not as good as choice a bhecause
it is probably too harsh. Of course, you can’t be absolutely
sure that it is inappropriate, but it is not the best of the
four choices vou're given, so you can eliminate it, Cholce a
is a much better choice because, while it's direct, it's not
"charged," 1It's the least likely to offend the employee or to
put him or her on the defensive. Y¥You might not have liked this
statement either, hut it's the best of the four choices you've
been given.
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24, The angwer is cholce c. According to Webster's dictionary,
a bauble is a "small, showy, cheap crnament." This fits with
choiece ¢, which talks about handing out trophies. Cholce a 1s
incorrect bhecause, while it might have seemed correct, "outstand-
ing evalutions™ are words, not baubles. Choices b and d are
incorrect becauge they also involve words, not objects.

25. The answer is choice ¢, Cholices a, b and 4 are all problems
commonly faced by new supervisors, Choice ¢, "success in dele-
gating work," 1s incorrect because it is not a preblem. If the
cholee had read "trouble in delegating work," or even "delegating
work,” it too could have bheen eliminated, But success in dele-
gating work is not a problem; it's an asset. It's a rotten gues-
tien, but it points up the importance of reading very carefully.

26. The answer 1s choice a. Aall of the other choices are more
true about planning and erganizing than cholce a. For a super-
visor, it is eritical to have both good planning and good people
skills. In scme instances, it might be bhetter ko have more of
one than the other, but to state that "good planning skills

are not as important as good pecple skills" implies that this is
always true,

27. The answer is choice a. Choice b Is ilncorrect because it
doesn't correct the situation. Asking him if he's willing to
keep the copies implies that it's OK if he doesn't keep them.
That isn't how you feel; you really want them Kept and vou're
upset that they weren't kept. (Choice b could also be inter-
preted as a sarcastic comment.) Cholce ¢ is incorrect bhecaunse it
shifts the problem, rather than dealing with it. You probably
wouldn't have asked this employee if he weren't the obvious one
ta keep the copies. The employee that you transfer the work to
might get annoyed. &And, if it was just a misunderstanding, the
employee originally assigned to the task might be insulted or
hurt by your action. Cholce 4 is incorrect because it sounds as
if you're telling him that you are polite on the surface, but you
don't sexpect him to take these empty dgestures seriously, It
doesn't get at solving the misunderstanding as well as choice a
does, and there might be times in the future when you'll say "it
might be nice," and mean just that. Choice a is much better
because it enables you to say what you want as well as to clear
up the misunderstanding,

28. The ansawer i3 choice d. Choice a 1s incorrect because a
month 1s too long a time te wait, and vyou already have obgerved
quite a bit. Choice b is incorrect bhecause it may be an awfully
explosive staff meeting. It may be too soon to try to diseuss
the situation with the whole group before other actions are
taken. Choice ¢ is incorrect because it may not be helpful, the
former supervisor may not think there's a proklem, or he or she

30



may "leak" vour concern to one of your employees., Choice d is
the best of the four choices you've been given, even if you
don't like the wording very much, Because change is so difficult
for most employeas to accept, slowly and firmly changlng policies
ig a good way of attempting to resolve this problem.

29. The answer is cholce a. Another fun questicn. Again, you
may not have liked any of the choices, but you need toc pick the
best. Choice b is incorrect because "ordering him to change"
iz too harsh, Choice ¢ is incorrect because it is too indirect
a method; it's sneaky and 1s not likely to be very effective,
Cholce d is incorrect, although it sounds good, because asking
Wilbur te establish goals won't solve his problem. His primary
problem is not with setting goals; it's with details. Coal-
gsetting will help only if he decides that paying attention to
detail i3 a reascnable goal. <Cheolce a may not always be pos-
sible, and you may not have liked it because it does nothing to
change the root of the problem -- Wilbur, But it is correct
hecause it presents & better solution teo the problem than any of
the other choices do.

2Q. fThe answer is choice c. Choice a 1s incorrect because you
would have made no effort to try to keep a valuable employee, and
you don't even know if the employee really wants to accept the
job. Bhe could have just been telling you to see what you would
aay, or to see if vou'd eoffer to try to get the upgrading that's
heen talked about for a while. Cholee b, while it may be a very
good idea, is not the right answer because 1t does not splve the
problem at hand. Cholce 4 is incorrect because it leaves little
reom for the employes to stay. Cholee o is the best of the
choices because it allows for the possibility of the employee's
staving. It gilves her a chance to fully discuss the situation,
and you the opportunity to find out what might be done to keep
her. Because it also allows for the possibility of a desexrved
promotion, it would give her the opportunity to decide if she
would like to stay under different conditions. (Hote that the
paragraph never says that she has decided to leave; it just says
that she tells you of the offer.)

31, The answer is choice b. Cheoice a is not the best choice
because it doesn't provide the employee with help in organizing
and mastering the project, as choice b does. Choice b ia a good
choice because it provides guidance, but not coddling. It's
appropriate for a supervisor to help an employee grow, as long as
an inappropriate amount of time {a lot of time) is net involved.
You can't tell from the wording of choice b if this would take a
lot of your time, but you have to assume that it would not.
Again, you're faced with contrived situations and limited infor-
mation. You have to do the best with what you are given, and
this is by far the bhest choice. Choice ¢ is incorrect because
it's best to at least try to have the employee do it., 1In real
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life, you might bhe too busy to take the time to encourage her,
but exam guestions are often looking for the ideal. A good
suparvisor does what he or she can to foster the growth of
employees, With support and encouragement this employes could
discover that she can do the work, and this c¢ould increase her
gelf-confildence as well as her abilities. Cheiece 4 is incorrect
because it's so blunt. It's likely to cause her to be even more
insecure, and it offers no solution or additional support.

32. The answer is cholce b, An employee's self-esteem 1g often
a very important factor in determining performance. Choices a,
¢, and d are all true and are supported by research., HEven if
you weren't completely sure about all of these, you could still
have answared correctly by using common sense and the process of
eliminaticon,

33, The answer 1= cholee a. Choice a is correct because the
passage favors glving employees more leeway when performing
tazks. Choices b and 4 are incorrect because they indicate the
opposite, strict supervision. Cheolce ¢ is incorrect because

it assumes too much. Nothing in the passage indicates that a
supervisor who holds this position would supervise problem
employees more loosely.

34, The answer is choice b, Cholces a, ¢, and 4 are all true,
Choice b is incorrect because an unwillingness ko accept positive
feedback from those one supervises 1= not a common problem
supervigors face.

35. The answer is choice b, Choice a is incorrect because
comparable worth refers to the concept that workers should be
paid equally for work reguiring comparable skills. Choice ¢ is
incorrect bhecause there is nothing to indicate that the woman was
a vietim of sexual harassment. Cholce d ig incorrect because

pay is not the issue here. The issue is subtle discrimination,
This woman is being treated unfairly beczuse of her marriage, and
her supervisor is not being open about her actions.

36. The answer lg choice 4, Choice a is incorrect because it is
a little too abrasive. Choice b is incorrect because it doesn't
address the problem at all, Cheice c is incorrect because it's
asking for improvements, and the passage docesn't mention that
vou're interested in any suggestions from him. You may think
that the remarks were totally uncalled for. Also, choice ¢
places you at a disadvantage. You are admitting that this persan
is right and that you are in a situation that you can't handle.
That may be true, but 1t's not usually the best way to begin a
discussion. If there were no better choice, however, you might
have had to pick choice ¢. Luckily, choliee 4 iz a much hetter
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selection, It is polite, direct, and keeps you on agqual ground.

37, The answer is cholce a, The passage states the employee is
performing very well, but her procrastinating style is difficult
for her supervisocr. This is a tricky situation because the
supervispor has to be careful not te alienate an excellent worker.
You would probably like a different alternative, but cheolce a

iz the best of the choices yvou're glven because it doesn't do
any damage. Choice b is incorrect because it is too harsh a
response, The key words are "lectures her." Choice ¢ is
incorrect because it is so indirect and rather sneaky. Donna
probably wouldn't feel very good about receiving somsthing like
that anonymously in the mail. Choice 4 is incorrect because it
is too harsh a solution.

38. The answer is choice a, It's important for supervisors to
remember that complaints of sexual harassment should always bo
taken seriously., 1In this case, you are being "set up" bhecause
the passage states that Barbara is a troublemaksr and that David
is a close friend of Jack, This shouldn't matter at all --

the complaint should still ke treated as okiectively as possible.
Choleae b is incorrect because it is insgulting teo Barkbara. It
indicates that yvou don't believe her and feel she 1s at fault.
Cholce ¢ is incorrect because it is unethical. Choice d is
incorrect because, as the only response given for that choice, it
gsounds like Jack deesn't believe her., It could be a resonable
gquestion, but net if it's the only or the first comment given by
Jack, Since this is all vou're given, you have to eliminate
choice d.

319, The angwer is choice a., Cholces b, o, and d are all true.
Tt is not true that once an employee performs well he or she will
always perform well.

400, The answer is choice ¢. All of the other choices are exam-
ples of subtle discrimination against protected-class members.
Choice ¢ is the answer beczause, although the disecrimination may
be subtle, the group affected is white males, a group that is not
considered a protected-class. (Tt would be considered as such if
the men were disabled or Viet Nam era veterans, but the passage
doesn't say this, and it's too much to assume.)

41, The answer iz choice a, It iz the most polite and the most
open-minded of the responses given., Cholece b might have been
correct if there weren't a better cholee, It 1s flawed because
it has you telling the emplovee to go back to work and saving
that you've allocated the work failrly before vou've determined
that this is correct, What if thers are no records? This is a
good point, but you can only go with the information yvou'we been
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given. In this case, there's no way of knowing, so it's best to
take each cholce at face value. Cholce ¢ 18 incorrect because it
is a rude, inappropriate response. <Choice d 1s incorrect because
it too deoes not allow the supervisor to check to see if he or she
ig mistaken.

42, The answer 1s choice b. None of the other cholces has as
good a chance of helping Dennis improve hig gkills as choiee b,
because choice b covers all of the major arsas he needs help
with., Cholices a and d focus on just one problem, while cholce c
may or may not be helpful.

43. The answer is cholce c¢. Choice & 1s incorrect becausge it
might help them in finding out why people left, but i1t wouldn't
help them aveold the problem unless additional action were taken.
Chalce b is incorrect because slowly instituting the changes
might come as less of a shock to the employees, but it is most
likely that they would still be unhappy with these changas,
Choice d 1g incorrect because the rarrot-and-stick approach
would not make the employees any happier with a situation which
involves such a radical change in their working conditions.
Choice ¢ is the best cholce of the four, even if it's not a great
answer,

44, The angwer is choice a, Choice b 1s incorrect because it

is too sweeping a statement, and is not the main point of the
passage. Choice ¢ is incorrect because it 1s a debatable and
minor point. Choice d is incorrect because it is not a major
point of the passade. The passage 1s primarily concerned abhout
an unfair supervisory situation that could look a lot like racial
digerimination, even if it isn't., We don't know for sure whether
this discrimination stems from raciem as well as friendship, but
choiece a4 1s still the best of the four choices.

45, The answer 1is cholce ¢. &all of the other choices are true.
Studies have found that new supervisors often experlence a good
deal of stress.
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