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QUESTION 1

Considering the maturity factor, the task and relationship behaviors comprise four leadership styles. These styles are:
High task; low relationship, High task; High relationship, High relationship; Low task, Low relationship; Low task.
Leadership style where responsibility for decisions and implementation are turned over to the employee is: 

A. High task; low relationship 

B. High task; High relationship 

C. High relationship; Low task 

D. Low relationship; Low task 

Correct Answer: D 

 

QUESTION 2

A way to ensure a near 100 percent response rate for a survey is to conduct the survey with the group targeted for study
at a time and place when everyone in the group is present and everyone is required to complete the survey. There may
still be problems possible with this approach that could cause poor decisions to be made from false data, such as: 

I. Some persons may refuse to take the survey or they may intentionally corrupt their answers if they resent the method
used. 

II. Some persons may find that the pressure of having to complete the survey without lagging behind most of the group
may distort or inhibit clear thinking, and prevent a well-thought-through response. 

III. In their haste to get it over with, some respondents, without thought, may just randomly answer the questions. 

IV.

 Even though response documents may not show respondent identification, some respondents may feel they have to
furnish the answers they think management wants to see. 

A. 

IV only 

B. 

II and III only 

C. 

I only 

D. 

I, II, III, and IV 

Correct Answer: D 
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QUESTION 3

Based only on the following data, which answer is correct? 

•

 Purchased 12 delivery trucks for a total of $360,000 

•

 Estimated the payback from an ISO 9000 QMS project at $1,200,000 

•

 Net income for the year is $3,600,000 

•

 Spent $400,000 on implementing the ISO 9001-based QMS 

A. 

ROI is $3:1 RONA is $10:1 

B. 

ROI is 33% RONA is $9:1 

C. 

ROI is 30% RONA is $10:1 

D. 

ROI is $3:1 RONA is $9:1 

Correct Answer: A 

 

QUESTION 4

In planning the strategy for improving supplier performance, which of the following should be considered? 

I. How the supplier will receive performance feedback 

II. How effective is the supplier \\'s corrective and preventive action system 

III. Whether the supplier \\'s quality management system is certified to an industry-pertinent standard 

IV.

 How much of this organization\\'s resources will be needed to assist suppliers in improving performance 

A. 
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I, II, III, and IV 

B. 

III and IV only 

C. 

I and IV only 

D. 

II, III, and IV only 

Correct Answer: A 

 

QUESTION 5

Which of the following techniques is most useful for measuring the test?retest reliability of a survey? 

A. Calculate Cronbach\\'s coefficient alpha. 

B. Use differently worded items to measure the same attribute. 

C. Have the same respondents complete a survey at two different points in time. 

D. Conduct an organized review of the survey to ensure that it includes everything it should. 

Correct Answer: C 

 

QUESTION 6

Knowledge and application of which of the following management theories and styles would be most useful to a
manager dealing with an employee who is performing poorly? 

I. Maslow\\'s hierarchy of needs 

II. Herzberg\\'s two-factor theory 

III. McGregor \\'s theory X and theory Y 

IV.

 Kolb\\'s experiential learning model 

V.

 Behavior management—A–B–C analysis 

VI. Hersey-Blanchard\\'s situational leadership model 

VII.
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 Senge\\'s systems thinking 

A. 

II, IV, VII 

B. 

I, II, V, VI 

C. 

I, III 

D. 

IV, VII 

Correct Answer: B 

 

QUESTION 7

Which of the following quality tools is most likely to identify a specific quality system effectiveness problem to be
addressed? 

A. Process map 

B. Balanced scorecard 

C. Quality management system audit 

D. Employee performance appraisal 

Correct Answer: A 

 

QUESTION 8

Which of the following is not a technique or practice involved in supplier logistics management? 

A. Buffer inventory 

B. Kanban 

C. Modular assembly 

D. Ship-to-stock 

Correct Answer: A 

 

QUESTION 9
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In an insurance claims processing unit, which quality tool would be most useful to analyze the amount of variation in the
process used to code claims for computer entry and in determining whether the process is stable prior to embarking on
an improvement effort? 

A. Control chart 

B. Histogram 

C. Process map 

D. PDPC 

Correct Answer: A 

 

QUESTION 10

The budgets of most internal staff and operations functions do not include figures for: 

I. Cash received. 

II. Capital expenditures. 

III. Short-term liabilities. 

IV.

 Payroll expenses. 

A. 

IV only 

B. 

III only 

C. 

I, II, and III 

D. 

I and III 

Correct Answer: C 

 

QUESTION 11

Which of the following sequences demonstrates the lowest-to-highest order for evaluating training effectiveness? 

I. What changes in behavior resulted? (Behavior) 

II. What are the tangible results of the program? (Results) 
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III. What principles, facts, or techniques were learned? (Learning) 

IV.

 How well did attendees like the program? (Reaction) 

A. 

I, II, III, IV 

B. 

III, IV, II, I 

C. 

II, I, III, IV 

D. 

IV, III, I, II 

Correct Answer: D 

 

QUESTION 12

A work team has identified three software packages that will help them dramatically improve a process and needs to
decide which to purchase. Each package has some of the same and some different features and there are many
different criteria that need to be used in making the decision. Which of the following tools is likely to be most valuable for
helping the team decide? 

A. Priorities matrix 

B. Tree diagram 

C. Matrix diagram 

D. Activity network diagram 

Correct Answer: A 

 

QUESTION 13

Empowerment can be characterized by each of the following statements except: 

A. Employees are able to operate in a state of self-control. 

B. A partnership is formed between employees and management. 

C. Employees are able to make decisions affecting their work. 

D. Management relinquishes responsibility to employees. 
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Correct Answer: D 

 

QUESTION 14

Training appears to be needed in all but one of the following situations. Which one? 

A. A new law requires that training be done 

B. A continual stream of terminations and new hires is occurring 

C. A cell structure is being created and all employees within each cell must be able to do any task within the cell 

D. All employees must learn basic quality principles 

Correct Answer: D 

 

QUESTION 15

The primary purpose of a supplier certification program is to: 

A. Reward excellent suppliers. 

B. Reduce the number of supplier audits. 

C. Shift costs of supplier management from appraisal to prevention. 

D. Transfer responsibility for supplier quality to the purchasing department. 

Correct Answer: C 
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