AsE Civility in the Workplace

cademy .
e Jeadl \Sa B Al
Module One: Review Questions A Baa gl Aaa) s
1.) Which of the following behaviors can be g bmn e Wl o jliie) (S 40D LS shaal) e (61 (1
considered uncivil? ‘;m Jazdl S @ ;;_Jmu})j\ GlEMa) J s daild ey (\
a) Starting a rumor about workplace Glacd & Chaa
romances

b) Cutting off a co-worker's suggestion glaia¥l DA deall ey ) S8 oad (<
) Hiding files that your manager needs oaall jpaaill o pae lealiag Al lilal) slis) (g
d) All of the above (sl

el sl 8 (o

2.) Which of the following is not true about €5 banll Bia iy ¥ (b lea gl (2
civility? s ) e Laa¥) el gl Gl e 1 A Jia (|
a) Civility represents social norms and oA e a5 ag) IS Bl Y1 dal (e Lol

rules that must be followed in order to .
. . Jadll elaia¥ls S e 5l 4ulS Tas (@
positively and productively relate to " T

others Al Abeall Blall (46 pge s Akl (2
b) Civility begins with effective self and 83 peaie AL e paan (=
social awareness
c) Civility is an important aspect of every
day work life
d) All acts of incivility are intentional

3.) True or False: If you are good at what you Go GBI ey i ¢ aladi L b s S 1Y Ui ol Gl s (3
do, you don't need to bother with being civil A e D aate 585 0
to other people. s (|

a) True (e «
b) False
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4.) Which of the following is a good reason to Cdanll JSa (A Aol A jlaal 1 G 2my b Lea (6 (4
practice civility in the workplace? Faalaall 5 Gyl S el o il kg ¢ padd S (I
a) Every person, regardless of age, race, or alyialy Jalay o G3aiasy «

contribution, deserves to be treated
Lo ¢ aaiaall Aplan¥) aidll e el ae aa Ld AulSl) (@

o . iy el o5 4] - Jaliid) peall 5 il Glld
b) Civility resonates with many of the 4 ALl

with respect

positive values of society, including
iy dntia 9 3 jTiae AS il XS 5 43 ga Joe A BlAS AW (7
tolerance and mutual support --- it's

the humane thing to do el 2ys e K (2
c) Civility creates a conducive working

environment as well as a stable and

productive company

d) All of the above

5.) True or False: The best way to treat a co- e Janll & dse ) e Jalntill 48y jla Juadl Ui B il m (5
worker with a difficult personality is give o) i shany (31 BLa Yl ol ol 48 Ayl Zl) Ay e
them back the same frustration that they sa (I
give you. s (o

a) True
b) False
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6.) What does this statement mean: “Civility sets &= Jwill dual ill G yhall 2gad AL 1ol 138 (ixy 13 (6

the stage for effective communication with a
person perceived to have a difficult
personality.”?

a) If you act with civility towards a difficult
personality in your workplace, you get
to constructively discuss what the
problem is. Reacting in anger will
merely close down all channels of
communication

b) Civility helps make a person feel
acknowledged and appreciated, which
makes them more open to feedback

c) It'simpossible to have a good
conversation with a co-worker who has
a difficult personality. The only thing
that you can do is bear their nature
while getting the work done

d) AandB

7.) Which of the following shows insensitivity in
the workplace?
a) Taking a cell phone call while in the

$Mira daad i A8l e ad) et el

OSa A da dpad s olad Calaly o pati S 1Y) (d
3y o) AKa dale by ISy (8 of clle ¢ dllee

SVl 58 sen 332 ) V) 535 o canalall Jadl

¢ i)y il ey Gaddl) dxa (8 ALl aelud (@
Gaadal) e Al i) alesy e

@ﬂw\@%)eﬁ%ﬁdm;\ﬁ\w\w (C
Jaad) Jla) U Lgiands Jass

k_ljiwms (J

$landl e A dpubaall pae el b Laa
g lain¥) Chatie b @lyga 5 oLl dpdils S L3 (]
3 gl Caplati are (@
sl lbs (2
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b) Not cleaning up the whiteboard

¢) Demanding attention
d) All of the above

8.) The cliché, no man is an island, means what? St e ¢ B il aa Y «—’Le—wlﬁ\ (8
a) Everybody needs somebody L U“:‘ M glimpaad K
W e @ [REICON -
b) You cannot escape people Sl o sed \1\ (('
<5l (z
c) AandB STy (s
d) Neither A nor B
9.) Incivility has direct impact on _ . . e e il g dlaladl) (9
a) Company productivity AS “::‘ (!
Glandl (@
b) Sales , elaally BERY) (£
c) Customer retention Sel syl S (3
d) All of the above
10.) Civility sets the stage for . Jual gl (g yhall agad AulS (10
communication. s (]
lxd e (o
a) Poor d :: (('
b) Ineffective - <
G2l (3

c) Effective
d) Verbal
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Module Two: Review Questions P Baa gl) A2l s

1) True or False: Always acknowledge another kil (i ¢ AT (add 2 5 il G jie ) lad ol Gl s (1

person’s presence, regardless of their rank ASOA s e
in the company. e
a) True ‘
b) False

2.) Which of the following is not true about Al (b mma e bl gl (2
greetings: Gl alasd) e d8de AWl e clbal el (|
a) Greetings help you establish rapport Jrilly agh i (e e 480le o Laliall g ¢ gill agils

ith | : L
wit peop'e you just met, and maintain i iy e Leia ¥ e L (o il (o
rapport with those you already know

b) Greetings only apply to face-to-face "ha a" 5 "ha pe" Jie ¢ el e Gl s (g
meetings Jaall (S A eldal¥l o sll pghat 8 aclud
c) Even informal greetings, such as “Hi" el sl dS (o

and "Hello” help develop social
awareness in a workplace
d) All of the above

3.) Respect refers to positive esteem for ke oAl ¢ G A3 (lagY) il ) 6l a1 s (3
others, one that demands and : 2 sl
behavior. V) 4B uania (]

a) enthusiastic; rude 1..4 (

. 2 (0 (S
b) formal; strict i i
c) deferential; considerate =R sl 4 (2

d) friendly; relaxed s jiul Apg (2
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4.) What makes a co-worker deserving of

respect?

a) All people are worthy of respect
regardless of their contribution

b) A co-worker is only deserving of respect
if they can pull weight in the team

c) It's quid pro quo: Give me what | need
and | will give you what you need

d) All of the above

5.) What word/phrase is most closely related
to the concept of “involvement”?
a) Victim
b) Agent of Change
c) Caught in the Crossfire
d) AandB

6.) Which of the following is true about
involvement?

a) Involvement means you feel a personal
investment in the success and failure of
the company

b) Involvement means you wait for
management to notice the problems in
the company because troubleshooting
is not in your job description

¢) Involvement is simply attending
company parties and events

d) All of the above

ol ia¥) gatisg Jaall A oo ) dany L
aiaalie (el (kg o iaY) Gl S Gadey  (d

45558305 e S 1Y Y ) s Jaadl Jae ) Bt Y (@
GrAl A
Aala Lﬂ:\kﬂu‘}ﬁu&u&\ Sl ilaa (z

Slel 2yl IS (2

S JLial" gy Ul ) JSYI ALSH o L
izl (|

ol S (@

Ol e e S Gl (2

Q_I}‘\LAA)S (J

A<,

b JSLaall B lay) Bl s ki ol AS il (@
Coua gl 8 Gl Leadlal 5 elad ) GlaSin) oY 4S )
<l palall ikl

Slel )l IS (2
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7.) What is the best application of this €88 gal) dmand LI 15 Ll 03] Gkt Jumdl 58 Le (7
statement: “Language captures attitudes.”? LY syl el ) e 3 L) a2t Y (l
a) Don't use words that denote racial bias il Suaill Jas

as they communicate racial . ; i i L
L O Ll Lo dania pee A3l aladial 4 b Y (@
discrimination laeaal) 3 Aille 5 ny ¥ AY] (il

b) It's alright to use politically incorrect

language for as long as the other s TedS (e
person finds no offense in the term G lan e 3 Y (2
) Botha &b
d) None of the above
8.) True or False: Political correctness can LS ) ol el i) Blaald Sy :lad ol Gl sea (8
: , ving. ‘
sometimes be considered lying . (
a) True e
b) False (=
9.) Workplace etiquette refers to : : ) deall Gl8e T s (9
a) Unwritten rules Lyl e ael @l ()

alasd dluy ) G paiy S (7
GM\@JA\.’:\SQ:\S (J

b) How an employee behaves around their
boss

¢) How your boss behaves toward you

d) How you treat customers

10.) Greetings are best followed by : b L il Juadl (10
alaayl sl (i
A e 234l (o

a) An expression of interest ) i

. 3 sedl) skl dal jiul (g
b) More questions Glball (e | (2
c) A coffee break
d) An expression of sympathy
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Module Three: Review Questions PAILD B o) Axa) e

1.) Which of the following is a possible O 8 adaladl) ) jlaisdd Jaise (ulSad) g b lea g1 (1

repercussion of incivility in the workplace? fdadd

a) A high rate of absenteeism among the A5l ib e o casdll Jarae gl ) (]
company's staff members

_ e Dlaally Laleia W) Caza v Alaiaall Clal yyY) aed (<«
b) Lost potential revenue due to poor

customer retention A2 ¥ e Gsiba e Gl sl il oY) e B (2
c) Below standard performance from pein A5
employees stressed and affected by el a5l S (2

their environment
d) All of the above

2.) True or False: The cost of incivility in the Janll S 8 Akaladl) 2015 aa 8 Lo e slas ol Gl sm (2
workplace almost always translates to Jisal 3l )
money lost. zaa
a) True ‘

b) False
3.) Research has shown that the financial & e n e ds,al Al of Gl jell (3

Ledie sy o oKar wl g8 5 ¢ Jlanll
ik O slabay agih Jlanll oy

success of a company is due to workers'’
___,something that can come
about when the workers perceived that sus daaa
they are being treated with respect. e LY Al (o
a) Good health

b) Social network (G
¢) Positive emotions el oy LS (o

d) All of the above
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4.) True or False: Civility can contribute to the
company'’s branding.
a) True
b) False

5.) The following are the four causes of

incivility according to P.M. Forni:

a) Capitalism, Globalization, Economic
Recession

b) Poor Parenting, Low Standard of
Elementary Education, Television, Video
Games

c) Anonymity, Lack of Restraint,
Individualism and Stress

d) None of the above

6.) If you choose not to confront a co-worker
who has been talking about you behind
your back, then you are avoiding the
following cause of incivility:

a) Bad communication
b) Lack of restraint
c) Difficult personalities
d) Poor schooling

7.) True or False: It is illegal, not to mention ill-
advised, to include civility in company

Al g5 (8 Al aalasi of (S st o Gl g

(4

AS Al 4 sl

LY 3 Sl g Al gall e (\

M‘&Md}h“gﬂ\hﬁy‘jsﬁy‘ (<«
el a_abd\ ¢ O alil) ¢ ‘;\Jﬁg\}\

Agilapall g ¢ il Jasa pae g ¢ a8 e Sl ae (7
Fsills

d.\u\.a.q;@ly (J

e dlie Gty OIS Jeall 8 Jae ) 4l 9o p2e G501 (6B
:&\ﬂ\&&ﬂ\wg&;ﬁﬂ@@&sd&bcbj

eand) Juatyl

pdaill o g (2

‘w\em&éﬁu‘@ﬁw\ﬁm;%jg\)m (7
AS A Al A AL Cpanal
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policy. N
a) True Wad (@
b) False
8.) It is recommended that continuous training gl sal) Al e i) i) Jeds gl sa s (8
Al

on civility include the following topics:
a) Listening skills glaia¥) &l g ({
b) Stress Management

: a8l (@
c) Workplace Etiquette

d) All of the above dand) JSe S (2

Slel 3yl S (2

9.) Incivility in the workplace is a top reason s gall ANELY oy e A Jandl 84 & 2kUadl) (9
for employee resignation. &= (!
a) True
b) False
10.) People have less ____ when they Sy ¥ Al () gl Ladie B oalasY) sl oS (10
know that they can’t be made accountable pelladl e f‘@'““l“
. . | Ayl (\
ol A
for their actions. ) (o
a) Respect Ju (z
b) Inhibition @Al (s
c) Money
d) Input
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Module Four: Review Questions sday) 1) 3aa gl daal sa
1) Inthe ___ style of conflict Qstaills pSanidlin ¢ pllls ) sl 8 (1

management, there is a high premium on 355 A s oadd IS Jhi dea sy e peldll il

) W PAATSHA
cooperation, supportive dialogue, Jols A dea il

recognition of each person’s point of view ostadl (d
and the merging of ideas to come up with Ldlial (o
solutions.

fastadl (z

a) Collaborating
b) Competing Gl (2
c) Compromising

d) Accommodating

2.) Which of the following is not true about 5OMY (bl LG Bl led v e hilaa gl (2
the collaborating style of conflict fel
management? &) puaall 3 0¥ Lol yial JEVI skl ity (1

a) Itis considered as the most respectful .
. g mall 5)lY A8 yk ¢ ul L) (@
style of conflict management

b) Itis the speediest way of managing el dd o nda e (2
conflict ol e Ly el il L1 ol ALEN 54 Jisy (3
c) It advocates a win-win solution Ure agas 55 ) ey | 5al8 13) JuadY)

d) It communicates the idea that parties in
conflict can find the best solution if they
just put their heads together

3.) The following is a disadvantage of using g ) peall 513y il sl aladid e b Les (3
the competing style of conflict Y1 dealid) il Am e oS (|
management:

. Goaill g gaiill dne ) yoan Wl =iy o ¢
a) Itis vulnerable to underhanded Soadls e o S O e (2

techniques and victimization e el cilall b el il A 3 oS Y (g

b) It can open the floodgates to bullying ALl

and harassment
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¢) The winner of the conflict is not always
in the right side of the issue
d) All of the above

4.) True or False: Some competitions can be
healthy in a workplace.
a) True
b) False

5.) Compromising is the middle ground
and

between

a) Competing; avoiding

b) Accommodating; competing
c) Collaborating; competing
d) All of the above

6.) True or False: Collaborating is not
recommended when the parties in conflict
are in a deadlock and neither one wants
to back down.

a) True
b) False

7.) To increase the likelihood of a long-term
business relationship with a client,
Josephine agreed for their first transaction
to be at zero profit. Josephine’s way of
handling the situation is an example of:

a) Collaborating

aj.l‘—\d))udS (.ﬁ

& dma bl (any 585 O (S ilad ol Gl (4
el lSa

Guind ¢ dudliall - ({
dudliial) | el (<«
Al ol (7

Slel 3yl S (2

G e sk 06 laie G slailly a sy Vil ol il a (6
)l a5l V0500 3i )k

e

¢ Jaandl aa Y1 AL sk 4y Hlas 48Dl A48 dlaial 3y 31 (7
Al U jia W) Ll Al Jol 0583 o) o 0 s il
rle Jlie a a gall ae Jaladll (3 5 o
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8.)

b) Competing
¢) Compromising
d) Accommodating

Accommodation can happen when

a) There is intimidation in the workplace

b) When a party perceives a gain in
acquiescing

¢) When the accommodating party lacks
assertiveness skills

d) All of the above

Michael walks a different route to the
manager’s office every day to steer clear
of his co-worker with whom he just had an
argument the day before. Michael is
practicing:

a) Collaborating

b) Competing

¢) Compromising

d) Avoiding

10.) True or False: Avoiding is always an
immature way of handling conflicts.

e) True

f) False

Fasbadll (2

gyl (3

Lesie (Sl Gaasy of Sa (8
el (S 8 iyt llia (1
oY) e Le Cayh @l Ladie (@
pondl Ol e () e sl Caylall S Laxie (2

Slel ayy L IS (2

Ge B o IS el i ) a1 5l IS by (9
G sl b il dnae el 8 S 3 Jeall 4l
L_A‘;LSSJL‘“‘—’JA%

I G| (<
fagndl (2

Qiad (2

Jebaill Al e Ay Wil s ciatl) slad of Ll em (10
e (

This document is a property of Asaseeyat Academy (Asaseeyat Academy is a service provided by Asaseeyat Consulting Service — COPY RGHT FROTECTED ©
©ihs sine adall (5 s - (R LiiuY) landll il AS 55 e Aedis Fadd clnlid $paST) Slaulil GuanlSY @l 285 5l) o3a

14



4 nn o
Mseeyat
cademy

Optimizing e-Learning

Module Five: Review Questions

1.) True or False: Identifying the root cause of

2.) In an organization,

a problem is a science, and demands
knowledge, skill and experience.

a) True

b) False

____Is/are
responsible for the status quo.

a) Leaders

b) Blue-collared workers

c) Everyone

d) No one

_____is a graphic tool that helps users
identify, present, and analyze the possible
causes of a particular outcome.

a) Ishikawa Diagram

b) Fishbone Diagram

c) Cause-and-Effect Diagram
d) All of the above

4) True or False: In a cause-and-effect

diagram, the cause is always placed on the
right side.

a) True

b) False

sdaldl) Bas gl) daal sa
¢ole ga ACaall (5l s ) ilbd Bl Gl (1
B0l 5 5 jlgall 5 48 paall allaty

aa sl oo Y s OsSs ¢ Lepllai & (2
B

saldl) (i
8 ) 51 L (553 Jlaal) (<«

& (@

Ay (a

BaaT e cpeadiid) aelus Al 514 s (3
A Aol Alaiad) Gl sty (=50

) Saiy) alada (1
iSaudl JS halada (o

Slel )l IS (2

) aada g ¢ Aagill g Cund) b b clad o) Gl s (4
oY) culall il
e
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5) s the deliberate effort to start e (5
the forgiving process even though Apmaall gl a3 (2 pall G Bplull oLl o 0 o2 )
negative feelings from having been 4 dadleddl
offended or vic‘Fimized remain. Jladll il (s
a) Self-Processing
b) Active Forgiveness i) el (=
¢) Mental Cleansing zeebil) agila (2
d) Forgiving ritual

6.) Which of the following is not true about 75ty Glets L e e Llea s (6
forgiveness? DAY (il oy o s ) AA) ol S Y (

a) You can only get closure from an ailad,

offense once the other person admits
P 2 AL A ial) Faall i G camally o) (o

their fault
b) Holding on to anger is not good for D523 Ol s 1) A aledll 5% o) S (7
one’s mental health Slel 3,5l K (s

c) Forgiveness can be a decision instead of
a feeling
d) All of the above

7.) True or False: Rigid companies are those IS i 1 S a sadlall S 5l il o Gl s (7

that will respond well to threats to civility. Al Glaaetl aa

a) True zaa (0
b) False s (o
8.) Which of the following is a benefit of DAL e b les 6l (8
resolution: zomaal ) zlisg L (e Glaglaa (|
a) Information on what needs correcting
Dl 480 50 4SS (o

b) A culture that is conducive to change
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c) Prevented disasters
d) All of the above

9.) Most of the time, incivility is caused
by .
a) A poor onboarding process
b) Poor management
c) A bigger problem
d) All of the above

10.) Holding on to a grudge is not

healthy for who?
a) Your coworkers
b) Your boss

¢) Your spouse

) You

o

aj.l‘—\d))udS (.ﬁ

Aladll Cams 05S5 ¢ Jaa ¥l alaee 8 (9
e dae ) dlee (i
B (u
SSTaKaa (7
Slel 3yl S (2

S0l 53m A ol Al sl (10

Jaall i L (1
Jaall & el (@
diagy (z

| (a
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Module Six; Review Questions

1.) Your vocal intonation, pitch, volume, and
emphasis refer to?
a) Verbal behavior
b) Non-verbal behavior
c) Para-verbal behavior
d) All of the above

2.) In a system, is/are responsible for

the status quo.
a) Leaders
b) Blue-collared workers
c) Everyone

d) No one

3.) True or False: It doesn't matter what word

you emphasize in a sentence; as long as the

words are in the correct order, you'll always
be communicating what you want to say.

a) True

b) False

4)) Research shows that as much as 80% of our
communication comes from?
a) Words
b) Non-verbal behavior
c) Clothing
d) None of the above

sdudld) Bas gl) daal sa
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5.) The following are non-verbal ways of Ll ¢ DAY 4l g8 Loy plaiay) 8 Aukadl e 35k Lild (5
attending to what another person is saying, Feliiudl s Lo 2aly
except for one. Which is the exception? AY padill 4 g Juall (]

a) Leaning towards the direct of the other cla¥ o Bl e gl Jladil (o

person
b) Using non-verbal encouragement such Gealle =i (2
as ﬂOddihg o el Al ja ) el (>

c) Eye contact
d) Looking at one’s watch

6.) “I can see that this is very important for you. | glo qolaiul ol duilly ‘h pee 138 o ol O aind” (6
can hear the enthusiasm in your voice.” Is an glaindl dpe 38 )lee gl o Jbie 8 " liga u,.u;.M
example of what sub-skill of active listening? el

a) Non-Verbal Attending hdll e Hemall (i
b) Reflecting a3 (o
c) Clarifying

d) All of the above =5 (T

Slel 3yl S (2

7.) Which is not a question you can expect from S5 (33 (e And gl O (S Y () JIpdl g8 L (7

an Appreciative Inquiry? Calal Jumdl ciadd 8 Gl i i (j
a) When do you feel you've performed ;
faa (K& alaall ) J
your best? 3 IS deng el e s 02 ) (2
b) Which part of the process works well? LS 5l Dlee paladdl cuw s L (7
c¢) What is the reason behind our ol 013 il aluse’ iy (530 Lo (3
company'’s decrease in sales?

d) What can we tweak in order to perform
better?
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8.) This is the stage of Appreciative Inquiry that il Sadli (A (5 ol Gaiadl) Als je (o8 038 (8
is characterized by experimentation and s
improvisation: L) (d

a) Discovery
A (o
b) Dream
) Design el (a
d) Delivery el (2
9.) To a large extent, civility is all about - Jss o0 Al ld ¢ S aa (9
. Jsuall 38 o (]
. ik S Ledie 53kl G gl (0
a) Whois in charge
) 9 Jadll Jual ) (2

b) Lessons learned as a child Gae e st Y (0
c) Effective communication

d) None of the above

10.) To better communicate, you must : e g ¢ Juil J88 Jual 51 (10
e by il slel
fsins a3 L (4 e aaad (o
el il 5 clad 3lel (o

a) Close your ears and open your eyes
b) Speak twice as long as you listen

) Listen twice as much as you talk

d) Close your mouth and open your ears
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Module Seven: Review Questions

1.) Which one of the following statements is true?

a) There are always two sides to every story:
yours and the other party's

b) It's always possible that factors that you are

not aware of contribute to the existence of
an interpersonal problem in your
workplace

c) Parties in conflict are always objective
about their situation

d) All of the above

2.)True or False: Accepting the “truth” side in a
situation makes the managing of conflict
easier because it avoids one party from being
100% right.

a) True
b) False

3.) At the end of the day, however, a/an
________opinionis only suggestive in
nature and doesn't carry legal weight unless
the parties in conflict make it to be so.

a) Arbitrator’s
b) Mediator’s
c) Judge's

d) Manager's

sdaglud) Bas gl daal ya
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4.) Third party mediators must always come from

outside the company to avoid bias.
a) True
b) False

5.) What makes arbitration different from

1)

mediation?

a) Arbitration can get ugly and very public,
while mediation can be done with only just
the parties involved knowing what's going
on

b) In arbitration, the decision of the arbiter is
only suggestive in nature, but in mediation
it's final and binding

c) In arbitration, the decision of the arbiter is
final and binding, but in mediation it's only
suggestive in nature

d) There's no difference; arbitration is just
another name for mediation

True or False: You don't need to know
beforehand how the arbiter plans to decide
your case; it will just give parties an unfair
advantage.

a) True

b) False

_____isaway of handling conflict or

PRI

e3ll sl e it aaill Jany s3I L (5

O s (B¢ 13 Gle 5 Bl aSaill muay O (S (]
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disagreement in the workplace by coming up
with an original solution.

a) Mediation

b) Arbitration

c) Creative Problem Solving

d) All of the above

8.) True or False: Transfer of Analogy is a
technique that falls under Creative Problem
Solving Process.

a) True
b) False

9.) Some people actually do know it all.
a) True
b) False

10.)  It's important to recognize that you have a
____view of a situation.
a) Correct
b) F
¢) Unique

alse

d) None of the above
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Module Eight: Review Questions ALAEY Baa gl) Aaa) sa
1) ____isthe process of gathering and Adliall CUL g pendplee (8 (1

interpreting data related to the requirements O B Gl S (e A8 iy

of the company in terms of accomplishing a sl du

' 3 .

certaln.g.o.a e Lkt (o

a) Feasibility Study

b) Business Planning Clatia¥ dis3 (z

c) Needs Analysis Sobil Gl (3

d) Participatory Research

2.) Which of the following is not a method for S il el ) g g sl A3y s ad b e 6T (2

determining the topic of the company’s next sl
training program? S5 e gane dBlie (I
a) Focus group 'dISCU§SIOﬂ ) il (o
b) Survey questionnaires
c) Project debriefings e i (d
d) All of the above el 35l 8 (2
3.) The great thing about this method of i ga il men 48kl oda 8 alaall o 30 o (3

gathering data is that you get to gather B Al s e V) G O G Y Slasles o duans

information that can only come about S5 e sann (]

because of a good discussion.
; good Cisctiss Aadaiall il pondl (s

a) Focus Group

b) Structured Surveys aly Ge aly 8 (7

¢) One-on-One Interviews Y (s

d) All of the above
ole Q)9 L JS (o
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4.) True or False: A focus group discussion is
managed by a skilled facilitator who both
attends to content and process.

a) True
b) False

5.) The following are the advantages of
observation as a means of gathering data,
except for one. Which is the exemption?

a) Observation can help you better spot the
presence of socially unacceptable
behavior among employees

b) Observation always yields facts --- what
you see is how it is

) It helps you gather data about aspects of
the job that the employee does not feel
relevant enough to report

d) All of the above

6.) True or False: You must always have a
hypothesis before you start observing to
gather data.

a) True
b) False

&u\yﬁjﬂ\&w\&uﬁ‘)b‘\ﬁhe\u\y (4
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7.) What is the main benefit of using anonymous
surveys to gather data about workplace
incivility?

a) Anonymous Surveys are easier to prepare
and interpret

b) Anonymous Surveys encourages detailed
answers

c) Anonymous Surveys mean that
respondents can report a person with fear
of retaliation

d) None of the above

8.) True or False: There's no reason to lie when a
survey is anonymous.
a) True
b) False

_____ arehighly recommended when
gathering data about uncivil behavior in the
workplace

a) Observations

b) Anonymous surveys

¢) Questionnaires

d) Needs analysis

10.) What does FGD stand for?
a) Fundamental Guide Direction
b) Focus Group Division
¢) Financial Gain Department
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d) Focus Group Discussion S de pane d3dle (2
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Module Nine: Review Questions rdaulil) Saa gl) daal e

1) __refers to those who will take A s (o) s Al Gl ) iy (1
charge of conceptualizing, writing, refining Aans 288 ol Gans (s ¢ Jlmy ¢ S ¢ el s

and sometimes implementing the company's
policy on civility.

a) Civility Consultants

b) Core Group

c) Poster Employees

d) None of the above

2.) Only one of the following statements is false.
Identify the false statement.

a) Core group members are envisioned to
be advocates and change agents

b) Core groups members are expected to
serve as trainers of both employees and
other trainers

c) Core group members must be able to
influence peers by example

d) For best results, core group members
must only contain upper management

3.) It's important to state outright that the

company has a policy on

incivility to emphasize that civility is being
taken seriously, and company members are
required to toe the line.

a) Zero tolerance

b) No report/ no action

c) Terminate-on-first-offense

Ll 5 )l (0
L) de sandl) (@
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Lol aaas 2l cl jladl (e Jadd aal g Uad (2
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d) All of the above Slel 3y S (a

4.) When defining unacceptable behavior in a peall e ¢yl A (b sl e L) iy pai e (4

civility policy, it's important that you list 1 g Sl o
behavior that is: okl AL (i
a) Measurable
» S
b) Specific
c) Observable aibadle (Ka (g
d) All of the above el a5k S (3

5.) Which of the following is true when defining sl dubus (A il paas vie Boaas 066 Gl e 61 (5

consequences in a civility poliéy? Al padl Callats Laigy ol Ay gie Caa¥) ) jall il (|
a) Softer offenses demand lighter A8 53l e o sl Adaid 3y sha Y

punishment, while more serious S\ /2 . . )
offenses demand a stronger response S L pias B g0 ol Ay pee Alalid

from the company

b) It's acceptable to terminate an ) Al AS A O Ao laad) Aun Jal) 28V Ll (2

employee at first offense of a mild act el Al e
of incivility to set a firm example to the el sl dS (2
others
c) The Collective Bargaining Agreement
between the company and the union
has no bearing on a civility policy
d) All of the above
6.) True or False: Defining consequences in a DA eanill Al & il sall aaai ) sl W Gl gea (B
civility policy provides incentives for el bl o1 5 il sall S8 5o
employees to conform to the prescribed e
behavior. s (o
a) True
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b) False

7.) Why is it important to remember that a
civility policy is possible basis for legal
action?

a) Employees can sue a company who fails
to provide the protection they promise
to provide in a civility policy

b) Because writers can't just add a list of
“unacceptable behaviors” at random,
without considering culture-fairness and
other forms of discrimination

c) Botha &b

d) Neitheranorb

8.) The language used in a civility policy must be
easy-to-understand, but at the same time
a) Be filled with legal jargon
b) Maintain a firm and serious tone
C) Be industry-specific
d) Be ambiguous enough to
accommodate all possibilities

9.) When creating a policy on civility, a
recommended first step is organizing

a) Expectations

Jainall () o el Al o) 830 of agall e B (7

Sl Alaall i 5 Qi A8, slalia Guilasall (Say (
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b) Rules

c) Core group
d) Consequences

10.) Any policy should be written in legal terms.
a) True
b) False

Module Ten: Review Questions

1.) The first step in implementing a civility policy
is to:

a) Make a shortlist of violators who must
be dealt with in accordance to policy

b) Raise awareness about the content of
the policy

c) Commission research that will support
the provisions of the civility policy

d) None of the above

2.) Which of the following is not directed
towards developing a positive attitude
towards civility?

a) Highlighting the WIIFM factor of civility
to the staff

b) Rewarding models and champions of
civil behavior in the company

c) Address resistance to the practice of
civility

d) All of the above

by de gead) (7
gl (2
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3.) True or False: Continuous education and
training is critical if you want to see concrete
changes within a system like a company.

a) True
b) False

4.) True or False: You can always live out your
positive attitudes on civility even without
skills training.

a) True
b) False

5.) What is meant by “a healthy respect for the
process of filing a complaint”?

a) Employees must know that they must
not file a complaint without just cause

b) Complainants know that their
complaints will be given the attention
that it deserves

c) Staffers receiving the complaints must
not add to the stress of the complainant

d) All of the above

6.) Before company administration involves itself
in a dispute between employees, it's best to
first
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a) Temporarily suspend all parties involved
pending investigation

b) Get the parties concerned to first try to
settle the issue

c) Gather witnesses that will testify on
behalf of each person

d) All of the above

7.) When is supervision a recommended
intervention for handling violators?

a) When mediation and arbitration will just
bring unwanted publicity to the
company

b) When the violator has been in the
company for years and it would be a
shame to punish them for a violation

c) When violation is due to ignorance
and/or lack of skills

d) All of the above

8.) True or False: If the incident reveals problems
in procedures, communication, power
hierarchies and other systemic factors, then
the incident must be taken as an opportunity
to improve the system.

a) True
b) False

9.) Once a policy is drafted, the process is
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complete.
a) True
b) False

10.) How can you raise awareness of the new
policy?
a) Schedule a presentation of it
b) Set a launch date
c) AandB
d) Neither A nor B
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