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PREFACE 
 

This Test Item File contains more than 540 questions that can be used for tests and 

examinations. Each chapter includes 

 

• at least 15 multiple-choice questions  

• at least 10 fill-in-the-blank questions  

• at least 10 matching questions  

• at least  5 short answer questions 

 

Each question is accompanied by a correct or model answer in the Answers to Test 

Bank section, with corresponding page numbers. 

 

The test bank contains chapter tests that are ready for reproduction. For ease of editing 

and selection of appropriate questions, the Test Item File with answers is provided for 

downloading in Word format from Pearson Canada Inc.’s website catalogue at 

www.pearsoned.ca. 
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Student’s Name: ______________________ 

 

Introduction—A CAREER AS AN OFFICE PROFESSIONAL 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. Administrative assistants today are considered 

 

a. auxiliary team members. 

b. auxiliary team members essential to the operation of the business. 

c. partial team members. 

d. full team members essential to the operation of the business. 

e. contributing team members. 

 

2. In today’s business office, the administrative assistant has mainly a/an 

 

a. subordinate role. 

b. specialized role. 

c. subsidiary role. 

d. directed role. 

e. authoritative role. 

 

3. Today’s administrative assistants are expected to make valuable decisions 

 

a. within the realm of their authority. 

b. within the realm of their manager’s authority. 

c. only when asked to do so. 

d. on behalf of their manager. 

e. only at team meetings. 

 

4. Advanced technology is removing 

 

a. routine tasks from the office. 

b. administrative assistants’ jobs at an advancing rate. 

c. decision making by the administrative assistant. 

d. office specialists. 

e. the need for change. 
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5. Cultural awareness and sensitivity is considered 

 

a. flexible. 

b. an expectation of employment. 

c. an exceptional skill. 

d. to be found exclusively in people with good public relations skills. 

e. unnecessary with the advent of technology. 

 

6. The titles of executive assistant and/or personal assistant   

 

a. have less status than most office workers. 

b. have less responsibility than most office workers. 

c. mean the same as secretary. 

d. refer to someone who assists only with personal duties of  the senior staff. 

e. hold a high status in the realm of office employment.   

 

7. Office specialists such as administrative assistants 

 

a.  must bring all problems to the attention of management. 

b.  have the opportunity and the need to become entrepreneurial. 

c.  rarely have the necessary skills to become entrepreneurial. 

d.  often settle into long-term employment with benefits. 

e.  are specialists only with technical information and equipment. 

 

8. Which of the following statements is correct? 

 

a. Technology enables office professionals to perform their jobs better and faster. 

b. Computerization of routine tasks enables administrative assistants to assume less 

responsibility. 

c. Technology has overcomplicated the role of administrative assistant. 

d. Technology eliminates the use of paper documents or hard copies. 

e. Technology is the perfect solution to eliminate personal interaction. 

 

9. The term secretary was 

 

a. often appropriately used to refer to office workers handling repetitive and simple 

tasks. 

b. originally intended to refer to people requiring less complex organizational and 

supervisory skills. 

c. often appropriately used to refer to office workers who needed detailed 

instructions from a manager. 

d. originally intended to refer to people requiring more complex organizational and 

supervisory skills. 

e. originally used to describe only office workers who could take and transcribe 

dictation. 
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10. The Information Age has 

 

a. made the administrative assistant’s profession boring and routine. 

b. made the administrative assistant’s profession exciting and challenging. 

c. changed the administrative assistant’s role to that of a secretary. 

d. decreased the administrative assistant’s responsibilities. 

e. not changed the role of the administrative assistant to any large degree. 

 

11. Based on business trends of today, it is anticipated that businesses of the future will  

 

a. have fewer wellness programs. 

b. become less employee friendly due to quality management. 

c. have fewer long-term jobs with benefits and retirement packages for employees.  

d. have fewer contract assignments. 

e. have fewer ad hoc work assignments. 

 

12. Administrative assistants are 

 

a. the lifeblood of an organization. 

b. paid equally.  

c. handling more repetitive tasks. 

d. being displaced by computers. 

e. not expected to travel internationally. 

 

13. The skills of an administrative assistant are 

 

a. portable, flexible, static, and transferable. 

b. portable, flexible, static, and in demand. 

c. portable, flexible, transferable, and in demand. 

d. not conducive to contract work. 

e. not conducive to working from home. 

 

14. The winning formula for continuous employment as an administrative assistant is to 

 

a. avoid office politics, keep your skills upgraded, and make yourself indispensable 

to one manager. 

b. keep your skills upgraded, be the best at your profession, and have an 

entrepreneurial spirit. 

c. select employment with a large company, keep your skills upgraded, and avoid 

office politics. 

d. be the best at your profession, select employment with a global organization, and 

keep your skills upgraded. 

e. be the best at your profession so you can replace the manager as soon as 

possible. 
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15. Every office needs personnel to handle 

 

a. computers. 

b. administration. 

c. people. 

d. customer service. 

e. all of the above. 

 

PART II: FILL-IN-THE-BLANK 

 

Instructions: Use the Word Bank below to complete each of the following statements 

by writing the appropriate word(s) in the blank(s) provided. 

 

1. The gap between _________________ and administrative assistant is closing. 

 

2. Working hours for office professionals have become very _______________. 

 

3. ____________________is an essential skill for administrative assistants who do 

some work from home or work variable hours.    

 

4. Modern technology has led the way for the revolution known as the 

____________________. 

 

5. Changing a title to executive assistant can sometimes mean an increase in salary, 

_________________ , and opportunity. 

 

6. Electronic equipment has ____________________ procedures at all levels of the 

office.   

 

7. The  administrative assistant must have excellent technical and ___________ skills.  

 

8. As you contribute effectively to team efforts your membership on other teams will 

become a desirable __________________ 

 

9. The know-it-all believes she is an  ________________.  

 

10. The term administrative assistant can be used to designate all classifications of 

office____________________. 

 

Word Bank 

professionals Information Age personal 

flexible management commodity 

status expert self-discipline 

automated   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand column. 
 

a. electronic calendar f. presentation 

b. Internet g. word processing 

c. fax h. voice mail 

d. desktop publishing i. database 

e. e-mail j. spreadsheet 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. Administrative assistants use this tool to prevent telephone tag.  

2. Administrative assistants plan, design, and produce newsletters with 

this software. 
 

3. Administrative assistants use this tool to search and book travel 

arrangements. 
 

4. Administrative assistants use this software to calculate and graph 

company expenditures.  
 

5. Administrative assistants use this tool to send messages 

electronically. 
 

6. Administrative assistants use this tool to arrange meetings.  

7. Administrative assistants use this software to gather company 

information for monthly reports. 
 

8. Administrative assistants use this software to display colourful, 

dynamic graphics and information at meetings.  
 

9. Administrative assistants use this tool to quickly copy hard-copy 

documents or transmit them by telephone line. 
 

10. Administrative assistants use this software to merge variable 

information into personalized form letters. 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List three (3) current office trends and describe how they affect office professionals. 

 

 

 

 

 

 

2. List three (3) tasks that might be expected of a personal assistant.   

 

 

 

 

 

 

3. Describe what would occur if an administrative assistant failed to adapt to office 

changes and relied only on their past work experiences. 

 

 

 

 

 

 

4. Electronic communication has made the business world a smaller place.  How has 

this affected the office professional? 

 

 

 

 

 

 

5. What do statistics indicate regarding the future of administrative assistant positions? 
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Student’s Name: ______________________ 

 

Chapter 1—HUMAN RELATIONS 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. Teamwork is viewed as 

 

a. an ineffective way to accomplish work. 

b. a basic building block of organizations. 

c. a way to socialize in the office. 

d. a change of pace from individual work. 

e. a way to save valuable time.   

 

2. Highly developed “soft skills”  

 

a. are important, but not essential, for office workers. 

b. include one’s personal qualities, such as honesty and loyalty. 

c. are skills one is born with, not learned. 

d. are only recently emphasized as important for administrative assistants. 

e. are important for trouble-shooting technical problems as they arise. 

 

3. When team members stray from a topic, they are said to be 

 

a. wavering. 

b. deviating. 

c. wandering. 

d. digressing. 

e. rambling. 

 

4. “Hard skills” are important because they enable administrative assistants to 

 

a. connect personally with colleagues. 

b. connect personally with clients/customers. 

c. produce and manage information through the use of technology. 

d. lead regular team meetings. 

e. negotiate with their manager regarding a salary increase. 
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5. Interpersonal skills are best defined as 

 

a. the ability to communicate and get along with others. 

b. the only essential skills to have before being hired. 

c. the ability to motivate and control oneself. 

d. highly developed technical skills and knowledge. 

e. the ability to recognize individual differences of team members. 

 

6. Productive behaviours in a team environment include 

 

a. allowing all team members to digress from a topic during a team meeting. 

b. not paying attention to team members whose opinions are different from most 

team members. 

c. allowing team members to stay out of team discussions when one person is 

monopolizing the discussion. 

d. allowing decisions to be made based on the opinions of all team members vs. the 

facts. 

e. treating all members with courtesy and respect. 

 

7. The term that describes the cultivation of relationships with other employees for the 

purpose of  gaining career advancement, gaining information, or  reaching other 

personal objectives is 

 

a. social networking. 

b. political networking. 

c. empowered networking. 

d. role modeling. 

e. discounting. 

 

 8. An organizational code of ethics is  important because it 

 

a. recognizes individual differences. 

b. requires that the organization hire people of several cultures or religions. 

c. establishes non-ambiguous rules. 

d. establishes personal values of employees. 

e. establishes flextime for employees.  

 

 9. Which of the following would be breach of confidentiality? 

 

a. mentioning company business outside the office 

b. discussing your opinions with your manager in his office 

c. talking to co-workers after business hours 

d. discussing your personal goals with a competitor of your company 

e. having coffee with your manager 
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10. Which of the following statements is correct? 

 

a. Teamwork has replaced individual work as the basic building block of 

organizations. 

b. Teamwork is sometimes important and sometimes not.  

c. Teamwork may involve significant overtime daily if required. 

d. Teamwork involves a significant commitment with someone often doing most of 

the work. 

e. Teamwork will involve arguments. 

 

11. Integrity encompasses 

 

a. sound moral principles, fairness, sincerity, and truthfulness. 

b. business sense, motivation, empowerment, and earnestness. 

c. poise, composure,  self-confidence, and humour. 

d. creativity, impulsiveness, inspiration, and impetus. 

e. idealism, productivity, manners, and  attitude. 

 

12. Romantic office relationships are 

 

a. illegal in many workplaces. 

b. healthy and an excellent method of reducing office stress. 

c. best shared and talked about with co-workers. 

d. encouraged because they enhance goals and interests of employees. 

e. often seen as hindering work goals and productivity. 

 

13. Exercising leadership means 

 

a. using the skills that one is born with. 

b. communicating one’s position on certain matters aggressively. 

c. being self-confident, intelligent, trustworthy, and loyal. 

d. using your power to make decisions and to make demands. 

e.  being flexible and never expressing your opinion at team meetings. 

 

14. The term “professional image” is best described as 

 

a. wearing the most stylish clothing to make a good first impression. 

b. holding a Masters degree in business. 

c. aspiring to meet the highest possible standards of your profession. 

d. being non-compromising. 

e. remaining aloof with team members. 
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15. Stress in the office can be handled by 

 

a. requesting a stress leave as soon as you feel overwhelmed. 

b. delegating all your workload to co-workers. 

c. working at a faster pace so you are not behind in your tasks. 

d. maintaining control over your job. 

e. recognizing what your body is telling you and find another job. 

 

PART II: FILL-IN-THE-BLANK 

 

Instructions: Use the Word Bank below to complete each of the following statements 

by writing theppropriate word(s) in the blank(s) provided. 

 

1. To be an effective professional, your goal is to leave a positive ______________ 

with every person with whom you communicate. 

 

2. The most common workplace illness in the professional environment is 

_____________________. 

 

3. A ___________________ is a formal document, developed by an organization, that 

states the organization’s primary values and ethical rules of conduct. 

 

4. A confident person maintains _________________, even under pressure. 

 

5. Changes occur rapidly in workplaces due to continual _________________ of office 

technology. 

 

6. Forming groups to force a personally motivated change in the office is an example of 

negative, or “bad” office __________________. 

 

7. It is important to display good ______________________when dining with 

colleagues and customers. 

 

8. It is important to approach life and work with a __________________attitude. 

 

9. A certain amount of ___________helps us to be alert, efficient, and creative. 

 

10. The _______________________will try to get you to discuss a problem or situation 

in which you are involved. 

 

Word Bank 

code of ethics updating etiquette 

politics stress positive 

impression backstabber stress 

composure   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table below, and write the corresponding letter in the right-hand column. 

 

 

a. constructive f. trust  

b. strength of character g. ergonomic 

c. loyalty h. blamer 

d. plagiarism i. empowered 

e. poise j. merger 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. passing off someone else’s work as your own  

2. a manner that displays an individual’s ease and dignity  

3. only constructive if a person giving it truly means to help the person 

receiving it 
 

4. an essential element for a team and its members to feel empowered  

5. never solves his/her problems, thinks someone else has caused it  

6. type of workplace illnesses such as repetitive stress injuries, eye-

stress, neck strain, and muscle strain 
 

7. one of the most desired traits an employee can possess  

8. trusted and given authority to carry out responsibilities  

9. may result in duplication of jobs and positions  

10. a quality that encompasses sound moral or ethical principles, fairness, 

honesty, sincerity, and the courage to stand up for these moral 

precepts 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. Define the term “soft skills,” and list three (3) that are important for an 

administrative assistant to have or develop. 

 

 

 

 

 

 

2. List four (4) types of difficult people identified in Chapter 1, and suggest a coping 

strategy for dealing with each of these types of people. 

 

 

 

 

 

 

 

3. List three (3) things a good negotiator would do to work toward agreement. 

 

 

 

 

 

 

 

4. What are four (4) important things to remember when offering constructive 

criticism? 

 

 

 

 

 

 

 

5. Discuss three (3) techniques for dealing with constructive criticism. 



Test Item File—Administrative Procedures for the Canadian Office  

Copyright © 2014 Pearson Canada Inc. 14 

Student’s Name: ______________________ 

 

Chapter 3—MANAGEMENT OF WORK, TIME, AND RESOURCES 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. The basic principle of the Quality Approach is 

 

a. making the customer a priority. 

b. making the employees a priority. 

c. making profit a priority. 

d. making research and development a priority. 

e. making marketing and advertising a priority. 

 

2. Flextime allows administrative assistants to 

 

a. set work priorities. 

b. do personal chores during the working day. 

c. vary the start and end times of their work day. 

d. avoid procrastination. 

e. delegate work. 

 

3. While adjusting to a new job as an administrative assistant, you should 

 

a. take initiative even if you don’t know what’s expected of you. 

b. ask your manager to adjust to your work schedule for a short while. 

c. delay gathering orientation information until you know what’s expected of you. 

d. organize your work day so that it fits with that of your manager. 

e. ask about flextime. 

 

4. When setting priorities, an administrative assistant is 

 

a. guided by intuition as to what to do first. 

b. guided by an office manual. 

c. guided by judgments on how to perform work in the most beneficial way for 

others and for the organization. 

d. guided by judgments on how to perform work in the most beneficial way for 

himself/herself. 

e. guided by a first-come, first-served principle. 
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5. The first day on the job as an administrative assistant, you should 

 

a. gather information from several files and read as much as you can. 

b. establish a work schedule for your manager. 

c. plan a team meeting to discuss how procedures can be improved. 

d. request a company policies and procedures manual to read.  

e. plan your manager’s schedule to coincide with yours. 

 

6. To gather information to show the division of work and activities for several 

workers, you would use a 

 

a. Gantt chart. 

b. time distribution chart. 

c. priority chart. 

d. to do list. 

e. calendar. 

 

7. An advantage of working with only one manager is that 

 

a. you do not have to adjust to conflicting management styles. 

b. your responsibilities are less routine. 

c. you have less work to do. 

d. your chances of networking increase. 

e. you have more opportunity for advancement. 

 

8. To increase his/her production, an administrative assistant should 

 

a. plan to do more tasks than you can complete in a day for  motivation. 

b. work at top speed for long periods of time. 

c. take the time required to complete tasks and do them well. 

d. skip breaks and/or work through lunch periods. 

e. visualize and think about what needs to be done, not what has been accomplished 

 

9. Outdated or redundant confidential documents should be  

 

a. re-filed. 

b. shredded. 

c. recycled. 

d. purged. 

e. thrown out. 

 

10. An efficient administrative assistant would best start the day by 

 

a. replenishing supplies. 

b. performing a difficult task that requires concentration. 

c. talking with colleagues. 

d. performing the easy tasks to get them off her to-do list. 

e. arriving at least one-half hour early to relax so as not to appear hurried. 
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11. An approach businesses have taken to stay competitive in global markets, by 

adopting customer focus, continuous improvement and learning, strategic planning 

and leadership, and teamwork is referred to as 

 

a. strategic development. 

b. business improvement. 

c. employee leadership. 

d. quality approach. 

e. global focus. 

 

12. Which of these statements is true? 

 

a. All office tasks, even the shortest routine ones, require planning. 

b. Executives only plan one or two months in advance as they know plans always 

change. 

c. Time spent planning what has to be done is usually wasted time. 

d. Always begin planning of assignments by involving the segments of the work 

that involve others.  

e. Always think more about what you have left to do than what you have 

accomplished. 

 

13. Which of the following suggestions would best assist you to manage a large project? 

 

a. Keep all files and information required on your desk until the project is 

completed. 

b. Use one calendar for your personal appointments and one for work 

appointments. 

c. Stack work on top of work for easy accessibility. 

d. Divide the project into manageable segments. 

e. Plan to work overtime for several days until the project is completed. 

 

14. Organize your workstation by 

 

a. removing excess paper and debris from your workstation. 

b. throwing out all documents you know you will never get a chance to review. 

c. using your in-basket as a storage file for quick and easy access. 

d. installing personal items like family photos for inspiration. 

e. shredding all documents you no longer need. 

 

15. One way to demonstrate environmental consciousness in the office is to 

 

a. throw out toner and print cartridges before they pile up. 

b. sift through staff wastepaper baskets and remove recyclable items. 

c. attach a routing slip on documents that are of interest to more than one person. 

d. use only single-side copying. 

e. use a fax cover sheet for every transmission. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Use the Word Bank below to complete each of the following statements 

by writing the appropriate word(s) in the blank(s) provided. 

 

1. Grouping ___________________  tasks will save time. 

 

2. One should ____________________documents that are not necessary, but might be 

nice to have.   

 

3. Build _____________________into your work schedule so that you can maintain 

high productivity and keep fatigue to a minimum. 

 

4. ______________________is an unproductive behaviour pattern that causes one to 

delay working on the most important assignments. 

 

5. Before placing a supply order, ___________________prices among the office 

supply catalogues and advertisements sent to you as well as online. 

 

6. Many offices now practice a ____________________policy that stipulates 

employees must leave their desks in a very tidy condition each evening.   

 

7. If you use an electronic or desk calendar, make sure the appointment entries in your 

manager’s calendar and yours are ___________________. 

 

8. ________________________are not a reliable tool for keeping papers together in 

file folders. 

 

9. Learning to  ______________________documents at your keyboard saves time and 

paper. 

 

10. Good managers know that allowing employees to have work  _______________ 

better suit their lifestyles means happier and more productive employees 

 

Word Bank 

purge clean-desk arrangements 

compose relaxation similar 

procrastination coordinated paper clips 

compare   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand column. 
 

a. effective f. coloured paper 

b. cell phones g. electronic calendar 

c. setting priorities h. TQM 

d. requisition form i. efficient 

e. Gantt chart j. environmental 

management  

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. Usually kept in the supply room so staff can complete if they notice a 

 product is running low. 

 

2. Producing a definite or desired result.  

3. A management philosophy that helps companies survive in the global 

marketplace. 
 

4. A tool for recording tasks and coordinating appointments.  

5. Establishing and practicing opportunities for recycling, reusing, 

reducing waste, and purchasing recycled products. 
 

6. Establishing the order in which to handle tasks.  

7. Producing the desired result with a minimum of effort, expense, and 

waste. 
 

8. Useful to coordinate a variety of tasks visually.  

9. Allow employees to keep in touch much better than stationary desk 

telephones. 
 

10.  Compares planned work against actual time taken to complete tasks.   
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List four (4) items that would be covered in a company’s office policy and 

procedures manual. 

 

 

 

 

 

 

2. List two (2) things one can do to discourage colleagues from socializing at your desk 

or work area. 

 

 

 

 

 

 

3. Give two (2) things an administrative assistant can do to avoid procrastination. 

 

 

 

 

 

 

4. List four (4) ways an administrative assistant can maintain an organized work 

station. 

 

 

 

 

 

 

5. List four (4) suggestions for organizing the office supplies. 
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Student’s Name: ______________________ 

 

Chapter 4—REFERENCE SOURCES 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. Where would you expect to find a law library? 

 

a. at the local Chamber of Commerce 

b. at the local or regional International Trade Organization centre 

c. at the local federal court building 

d. at the local public library 

e. online 

 

2. What type of library would you expect a professional society to maintain? 

 

a. a technical library 

b. a complete library 

c. an industrial library 

d. a medical library 

e. an international business library 

 

3. To be certain of the most current reference resource(s) one should 

 

a. consult with the Canadian Library Gateway. 

b. consult with a skilled reference librarian. 

c. subscribe to related magazines. 

d. research online. 

e. research CD-ROMs. 

 

4. Almanacs and yearbooks contain the latest 

 

a. who’s who in business. 

b. bibliographies on leading influential Canadians. 

c. government and municipal bonds. 

d. ways to conduct business with charm. 

e. statistics and facts on human activity. 

 

5. This reference contains the latest facts on migration, climate, and territorial borders. 

 

a. dictionary 

b. encyclopedia 

c. atlas 

d. almanac 

e. periodical index 
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6. A desk-sized, easy-to-use dictionary is known as a/an 

 

a. annotated dictionary. 

b. bridged dictionary. 

c. abstracted dictionary. 

d. abridged dictionary. 

e. structured dictionary. 

 

7. The reference useful for researching a variety of general and non-related facts is a/an 

 

a. yearbook. 

b. encyclopedia. 

c. dictionary. 

d. almanac. 

e. atlas. 

 

8. Dun & Bradstreet are  well-known publishers of  

 

a. government tax laws. 

b. financial information. 

c. etiquette and quotation sources. 

d. biographies of famous Canadians. 

e. descriptions of office equipment. 

 

9. Almanacs and yearbooks contain 

 

a. the latest statistics and facts on all types of human activity. 

b. photographs of Canadian explorers.   

c. 28 000 profiles of prominent people. 

d. Robert’s Rules of Order. 

e. geographic information. 

 

10. Administrative assistants who help to prepare speeches, oral presentations, or articles 

would find these sources of information of particular use. 

 

a. periodical indexes 

b. encyclopedias 

c. etiquette books 

d. books of quotations 

e. newspaper indexes 

 

11. To quickly locate specific information about news events, 

 

a. watch the evening news on television. 

b. listen to CBC radio. 

c. read the daily city newspaper.  

d. call or visit your local newspaper office.  

e. search online at www.onlinenewspapers.ca. 

http://www.onlinenewspapers.ca/
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12. WorldCat at www.worldcat.org is 

 

a. a large comprehensive database  containing millions of online records. 

b. a music site to download music.  

c. a site for members only. 

d. a site linked to Facebook. 

e. a database for  worldwide e-commerce catalogues.     

 

13. Scott’s Directories list 

 

a. retailers in four Canadian geographic areas. 

b. occupational health and safety policies in Canada. 

c. chambers of commerce across Canada. 

d. federal and provincial government departments. 

e. manufacturers in four Canadian geographic areas. 

 

14. When referencing business reports, you should include  

 

a. the title of the report and name of the organization issuing the report.  

b. the total number of pages it has. 

c. the value of the report to your work. 

d. a complete critique of the report. 

e. the style manual  (format)  that was used to prepare it. 

 

15. The Canadian Parliamentary Guide lists 

 

a. members of the Supreme Court. 

b. members of the Senate and House of Commons. 

c. high-ranking public officials. 

d. biographical materials. 

e. all of the above. 

http://www.worldcat.org/
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Use the Word Bank below to complete  each of the following 

statements by writing the appropriate word(s) in the blank(s) provided. 

 

1. Networked computers, __________________reference libraries, CD-ROMs, and 

textual databases have enabled administrative assistants to become effective 

researchers. 

 

2. Through ___________________loans, you can obtain books and photocopies of 

articles that your organization’s library or the public library do not have. 

 

3. Many sources have been compiled to provide ___________ information about 

notable people and other individuals. 

 

4. Save and file the annual ___________________ to magazines that you dispose of. 

 

5. All libraries except specialized libraries keep some type of _________________ 

publications on file. 

 

6. There are many free ___________________ services that provide international 

directories for both White and Yellow Pages of telephone directories. 

 

7. An office manual is a critical ________________ for any office because it assists 

staff in performing  work correctly and efficiently.     

 

8. ______________________violation is the business equivalent to plagiarism. 

 

9. In a business environment, the application of _____________________________ is 

to assist a meeting to accomplish, in the most orderly way, the purpose of the 

meeting. 

 

10. The Canadian Who’s Who contains comprehensive _______________________ on 

leading and influential Canadians. 

 

Word Bank 

biographical Internet interlibrary 

Robert’s Rules of Order virtual government 

resource biographies copyright 

indexes   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand column. 
 

a. almanac f. Canada Year Book 

b. Canadian Books in Print g. etiquette guide 

c. CGP h. Robert’s Rules of Order 

d. atlas i. Canadian Library Gateway 

e. gazetteer j. The Blue Book of Canadian Business 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. Published as a result of each Canadian census.  

2. An index of geographic names may be helpful.  

3. A reference source that contains biographies of chief executive 

officers of thousands of prominent Canadian firms 
 

4. Up-to-date source about books that are available from publishers  

5. A book that contains the latest statistics and facts on all types of 

human activity. 
 

6. The official publisher of the Government of Canada  

7. A comprehensive directory of Canadian libraries that may be searched 

by province. 
 

8. A reference source that includes maps of population, income, forestry, 

industries, transportation, and trade. 
 

9. A book that provides guidelines for writing formal invitations, letters 

of condolence, etc. 
 

10. The application of these guidelines assist a meeting to accomplish in a 

most orderly way, the purpose of meeting. 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. What is the main purpose of an office manual? 

 

 

 

 

 

 

2. Give three (3) main considerations when developing an effective office manual. 

 

 

 

 

 

 

3. List two (2) reasons for the publishing industry’s trend to move away from hard-

copy material. 

 

 

 

 

 

 

4. Why must an administrative assistant be knowledgeable of online research 

resources? 

 

 

 

 

 

 

5. Define the term plagiarism. 
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Student’s Name: ______________________ 

 

Chapter 5—ORGANIZATION STRUCTURE AND OFFICE LAYOUT 

 

PART I: MULTIPLE-CHOICE 

 

Instructions:  Circle the corresponding letter for the most appropriate answer. 

 

1. The three main types of authority found within a typical organization are 

 

a. participatory, line, and staff. 

b. functional, staff, and line. 

c. strategic, participatory, and line. 

d. functional, staff, and participatory. 

e. bureaucratic, democratic, and  authoritarian 

 

2. Line managers 

 

a. have the final say in accepting or rejecting staff managers’ recommendations. 

b. make functional decisions. 

c. provide expertise to staff managers. 

d. provide customer service. 

e. are production managers. 

 

3. The following are typical line functions of an organization. 

 

a. public relations, marketing, legal, and finance 

b. finance, corporate accounting, production, and marketing 

c. legal, human resources, corporate accounting, and public relations 

d. human resources, public relations, finance, and administration 

e. production, purchasing, and marketing 

 

4. The matrix organization is a structure in which specialists from different 

departments are temporarily brought together to work on 

 

a. normal routine tasks. 

b. payroll. 

c. social gatherings. 

d. special projects. 

e. decision making methods. 
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5. Organizations today, in an effort to increase productivity and meet competition, are 

focusing on 

 

a. line management. 

b. staff management. 

c. line-and-staff management. 

d. individual management. 

e. participatory management. 

 

6. Administration departments of organizations carry out 

 

a. production activities. 

b. purchasing activities. 

c. support activities. 

d. geographic activities. 

e. manufacturing activities. 

 

7. To save time in preparing and printing an organization chart, 

 

a. ask a colleague to proofread it. 

b. refer to an old one and make changes. 

c. create it to the best of your ability. 

d. design it the way you would like to see it in print. 

e. get an outline of the draft approved by the proper executive. 

 

8. Broken lines on an organization chart indicate 

 

a. staff authority. 

b. positions. 

c. line-and-staff authority. 

d. titles. 

e. line authority. 

 

9. RSI stands for 

 

a. recurring strain injuries. 

b. research strain injuries. 

c. repetitive sprain injuries. 

d. repetitive strain injuries. 

e. reasonable strain injuries. 

 

10. Traditional organizations are 

 

a. ergonomically designed. 

b. bureaucratic. 

c. structural. 

d. flexible. 

e. more productive. 
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11. One of the most common occupational health hazard, according to the CCOHS, is 

 

a. insufficient lighting. 

b. noise. 

c. air quality. 

d. equipment location. 

e. keyboard design. 

 

12. All organizations have three things in common— 

 

a. goals, customer service, and manufacturing. 

b. people, marketing, and manufacturing. 

c. goals, people, and structure. 

d. goals, people, and money. 

e. function, staff, and tasks.   

 

13. The type of authority at play when Corporate Accounting reviews all departmental 

budgets is  

 

a. staff. 

b. functional. 

c. line and staff. 

d. participatory. 

e. informal. 

 

14. The greatest source of computer screen reflection and reading problems is 

 

a. mirrors. 

b. ambient (diffused) lighting. 

c. windows (natural light). 

d. task lighting. 

e. modern monitors. 

 

15. When keying, your wrists 

 

a. should not rest on anything. 

b. should be bent slightly up. 

c. should be bent slightly down. 

d. should be bent slightly to the side. 

e. should move your hands. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Use the Word Bank below to complete each of the following statements 

by writing the appropriate word(s) in the blanks(s) provided. 

 

1. A graphic illustration describing the relationship of people and their tasks in the 

organization is the ____________________. 

 

2. ______________________authority flows in a straight line. 

 

3. The open office is often referred to as a _______________________office when it 

has a layout that has been well designed. 

 

4. Traditional organizational structures are designed for managers and supervisors to 

organize workers within a chain of ____________________.   

 

5. The _____________________ organization is structured to protect the 

organization’s cash flow. 

 

6. Staff managers function as ______________________to line managers.  

 

7. In any business or institutional organization, a formal structure is established to 

designate __________________and responsibility. 

 

8. Modern desks are generally _____________________ than conventional ones. 

 

9. Correct ____________________techniques are important for the prevention of 

musculoskeletal injuries. 

 

10. Good _____________________ is important to protect your neck, shoulders, and 

back from strain when sitting at the computer. 

 

Word Bank 

circular organization chart authority 

line narrower command 

advisors landscaped posture 

keying   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand column. 
 

a. participatory f. ambient lighting 

b. task lighting g. supervisor 

 c. white noise h. workstation 

d. grapevine i. ergonomics 

e. modular j. CTS 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. Lighting that can normally be adjusted for intensity and direction.  

2. May occupy a semi-private office close to the area of workers.  

3. The science that adapts the workplace to suit the worker.   

4. Lighting that cannot normally be adjusted for intensity and direction.  

5. Management style where employees work in small units and are 

encouraged to provide input about their areas of responsibility.  
 

6. An informal channel of communication  

7. Furniture components that can be put together in various 

arrangements. 
 

8. Is caused by inflammation of the tendons in the tunnel at the base of 

the hand. 
 

9. A continuous background masking noise.  

10. The area where an employee works.  
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List three (3) needs that led to the growth of the open office concept. 

 

 

 

 

 

 

2. List five (5) tips to avoid keyboarding discomfort.  

 

 

 

 

 

 

3. What is meant by the term “informal organization”? 

 

 

 

 

 

 

4. Name three (3) natural divisions of work for a manufacturing organization. 

 

 

 

 

 

 

5. Why is esthetically pleasing office décor important in office environments? 
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Student’s Name: ______________________ 

 

Chapter 6—OFFICE TECHNOLOGY 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. The four basic functions of a computer are 

 

a. input, processing, scanning, and output. 

b. processing, memory, recognition, and storage. 

c. input, processing, memory, and storage. 

d. input, processing, output, and memory. 

e. input, processing, output, and display. 

 

2. In order to share common documents, hardware, and software, office professionals 

use a 

 

a. video display terminal. 

b. CD-ROM 

c. network. 

d. memory card. 

e. microprocessor 

 

3. International data roam capabilities of some smart phones allow a business traveller 

to  

 

a. use different software applications from the office software. 

b. make free calls anywhere in the world. 

c. stay connected with the office using his/her same phone and phone number. 

d. watch TV in the hotel room. 

e. use the fax machine remotely. 

 

4. A piece of equipment that reads text and graphic information from hard copy is 

called a 

 

a. laser printer. 

b. scanner. 

c. PDA. 

d. monitor. 

e. pen drive. 
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5. A laptop (notebook) computer  

 

a. can be used to retrieve and process information at a location remote from the 

workplace network. 

b. is not practical to use in an office setting. 

c. is not allowed on an airplane. 

d. never requires a telephone line or wireless service to connect to the office. 

e. never performs the same functions as a desktop computer. 

 

6. Information in its original form is called 

 

a. keyed data. 

b. templates. 

c. original data. 

d. raw data. 

e. new data. 

 

7. Computer input devices include 

 

a. keyboard, mouse, and scanner. 

b. printers, scanners, and plotters. 

c. monitors, printers, and scanners. 

d. keyboards, microphones, and monitors. 

e. printers, memory, and disk drives. 

 

8. When the personal touch is not necessary when it comes to telephone equipment, 

many companies use IVR, which means 

 

a. interactive voice recall. 

b. interaction voice responder. 

c. interactive voice reminder. 

d. intermittent voice response. 

e. interactive voice response. 

 

9. One byte can be compared to 

 

a. one bit. 

b. one character. 

c. four bits. 

d. eight characters. 

e. one complete file. 
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10. A computer “record” consists of 

 

a. files. 

b. fields. 

c. documents. 

d. archives. 

e. directories. 

 

11. Administrative assistants who want to enter information for analysis into their 

computers would use 

 

a. word processing software. 

b. presentation software. 

c. accounting software. 

d. spreadsheet software. 

e. project management software. 

 

12. The instantaneous updating of computer information is known as a/an 

 

a. real-time transaction. 

b. time-sharing transaction. 

c. on-line transaction. 

d. interface transaction. 

e. update transaction. 

 

13. A  writable CD-ROM (CD-RW) 

 

a. can be used only once to save data. 

b. is more convenient to use than a flash drive. 

c. has more storage than a 3.5” diskette. 

d. has more storage than a flashdrive. 

e. can be saved and erased more than once. 

 

14. Mastering desktop publishing benefits the administrative assistant by 

 

a. exercising creative skills and increasing the effectiveness of publications. 

b. preparing spreadsheets. 

c. allowing him/her time away from tedious word processing. 

d. increasing turnaround time.  

e. increasing his/her salary. 

 

15. The data stored in the RAM is 

 

a. lost when you close the document. 

b. lost when the computer is shut down. 

c. never lost from the accessible memory. 

d.  randomly appears in documents. 

e. not available on most PCs. 
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PART II: FILL-IN-THE-BLANK 
 

Instructions: Use the Word Bank below to complete each of the following statements 

by writing the appropriate word(s) in the blank(s) provided. 

 

1. When computers and peripherals are connected together they are known collectively 

as a/an _______________________. 

 

2. The  _____________________ computer has many advantages over the desktop. 

 

3. The traditional ____________________ has many of the same features as a 

smartphone but lacks the phone feature. 

 

4. All computers require  a/an  ______________________memory device to retain 

created data. 

 

5. A _____________________is a device used to change the computer’s signal into a 

signal that can travel over telephone lines or by satellite.  

 

6. _______________________is by far the most popular form of business telephone 

messaging.  

 

7. Data is often entered into a computer from ____________________documents such 

as invoices and incoming cheques. 

 

8. Making a ______________________copy of information is essential in order that 

important data is protected from loss or damage. 

 

9. ________________________is one of the latest technologies for virtually wireless 

offices. 

 

10. ___________________________________ provide networking facilities over an 

area such as an entire country or possibly even world wide. 

 

Word Bank 

network backup modem 

voice mail PDA laptop 

source Wide Area Networks external 

Bluetooth   

 



Test Item File—Administrative Procedures for the Canadian Office  

Copyright © 2014 Pearson Canada Inc. 36 

PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand 

column. 
 

a. information f. file 

b. flash drive g. CPU 

c. time-sharing h. remote access 

d. wireless i. operating system 

e. directory j. LAN 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. Referred to as the “brain” of the computer.  

2. Several users may request information from the computer mainframe 

server simultaneously. 
 

3. This telephone network uses radio waves rather than wires to transmit 

messages. 
 

4. Sometimes called a pen drive or memory key.  

5. Gives fundamental operating instructions to the computer.  

6. Communication form requiring a modem and necessary software.  

7. Many organizations use this to connect their internal computers to 

share data, hardware, and software. 
 

8. A related collection of records.  

9. Synonymous with data.  

10. Contains a group of related files, given a unique name.    
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. What is the difference between input and output in computer terminology? 

 

 

 

 

 

2.    Give two (2) reasons for the lack of full utilization of office technology in 

contemporary offices.  

 

 

 

 

 

 

3.    Give three (3) features of a Personal Digital Assistant (PDA)--such as a BlackBerry  

       smart phone, or an Apple iPhone--that a regular cell phone would not likely have. 

 

 

 

 

 

 

4.     What four (4) steps would you take to find and select the most appropriate copier for 

your office’s needs? 

 

 

 

 

 

 

5. What are the three most important things to look for when choosing a service 

warranty for copier equipment?   
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Student’s Name: ______________________ 

 

Chapter 8—INCOMING AND OUTGOING MAIL 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. The most popular and cost-effective mail system used in business is 

 

a. texting. 

b. electronic mail (e-mail). 

c. Intranet. 

d. Internet. 

e. faxing. 

 

2. To retain the meaning of e-mail messages and to ensure they will be read, 

 

a. boldface all words to denote urgency. 

b. use italics to denote emphasis at least once in each sentence. 

c. keep messages short and concise. 

d. use special formatting or colours for ease of reading. 

e. use all capital letters. 

 

3. An administrative assistant often needs to send the same hard copy message to many 

different offices. What fax machine feature should be used? 

 

a. broadcasting 

b. polling 

c. fax on demand 

d. electronic bulletin board 

e. file transfer protocol 

 

4. Mail is mailable matter that is transmitted within Canada 

 

a. International. 

b. Domestic. 

c. Foreign. 

d. Provincial. 

e. US. 
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5. Which of the following must have to be signed for at the time the item is delivered? 

 

a. an international airmail letter. 

b. a fax. 

c. a periodical. 

d. a registered letter. 

e. a bank statement. 

 

6. Canada Post has developed a unique Mail Production and Delivery Service for a 

variety of services including 

 

a. formatting, printing, and delivery of mail. 

b. Internet mail. 

c. postal code directories. 

d. bulletin boards. 

e. MoneyGrams. 

 

7. When sorting incoming mail in your manager’s absence, reports and informational 

memos would be placed after the folder for 

 

a. correspondence for signature. 

b. correspondence requiring attention. 

c. advertisements. 

d. correspondence to be read.  

e. confidential mail. 

 

8. When you open mail with a small enclosure, attach the enclosure 

 

a. behind the letter. 

b. by placing it back in the envelope and stapling the envelope to the letter. 

c. to the front of the letter. 

d. by placing it in a small piece of folded paper. 

e. to the envelope and the letter. 

 

9. If you want to send or receive money through a Western Union agency it may be 

limited to a maximum of 

 

a. $ 500. 

b. $ 2000. 

c. $ 1500. 

d. $ 5000. 

e. $ 1000. 
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10. During a manager’s absence, you would handle incoming mail by 

 

a. answering every item. 

b. placing all items in a folder for action when your manager returns. 

c. answering all the items that you can. 

d. forwarding everything to your manager’s temporary replacement. 

e. leaving it all unopened. 

 

11. The four basic types of domestic mail are 

 

a. lettermail, publications mail, admail, and parcels. 

b. Priority Courier, Xpresspost, expedited parcel, regular parcel. 

c. E-mail, lettermail, Priority Courier, parcels. 

d. e-mail, faxes, lettermail, newspapers. 

e. catalogues, newspapers, periodicals, lettermail. 

 

12. The following type of enclosure is acceptable when mailing parcels at parcel rates. 

 

a. an invoice relating to the parcel contents 

b. correspondence of no more than two pages 

c. documents 

d. credentials 

e. no lettermail enclosure is acceptable 

 

13. Registered mail must be  

 

a. placed in a street letter box. 

b. sent from an authorized postal outlet. 

c. sent at lettermail rate. 

d. placed in an indoor postal outlet letter box. 

e. picked up by an authorized Canada Post Corporation employee. 

 

14. Because it does not need “canceling,” metered mail is sent directly to 

 

a. the letter carrier. 

b. cataloguing. 

c. classifying. 

d. sorting. 

e. distribution. 

 

15. A letter mailed without sufficient postage will be 

 

a. delivered to the addressee, who pays double the deficient postage. 

b. delivered to the addressee, who pays the postage. 

c. returned to the sender. 

d. sent to CPC’s National Undeliverable Mail Office. 

e. delivered to the dead letter office at the post office. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each of the following statements by writing the appropriate 

word(s) in the blank(s) provided. 

 

1. Electronic _____________________are public message centres that appear on 

computer networks.     

 

2. A transmittal sheet is often sent to ensure _________________________of  a fax 

when it arrives at the recipient’s company.  

 

3. _________________________refers to writing additional information in the 

margins of a piece of correspondence. 

 

4. Do not open a package or separate a letter from it until you have checked the 

contents against the ____________________or______________________. 

 

5. Attach a ___________________________to mail that is to be circulated to more 

than one person. 

 

6. Once mail has been sorted, opened, and the contents inspected, it must be 

_________________________for protection of the addressee. 

 

7. Articles that could be hazardous to postal workers, postal equipment, or other mail 

are termed __________________________and prohibited to be mailed. 

 

8. Province and US state names should always be written in the ______________ 

abbreviation format.   

 

9. ______________________refers to the process of printing bars over the stamps, as 

well as printing the date, time, and municipality where the mail processing has 

occurred. 

 

10. CP’s Electronic Post Office uses the internet to deliver mail to a secure virtual 

electronic post office box known as an  ______________________box. 

 

Word Bank 

packing slip annotating dangerous goods 

two-letter bulletin boards circulation slip 

date stamped e-post cancelling mail 

confidentiality invoice  
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand column. 
 

a. “Return to Sender” f. intranet 

b. online  g. lettermail 

c. courier service h. freight service 

d. registered mail i. COD 

e. unaddressed admail j. Priority Courier 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. A private e-mail system that connects employees’ computers together.  

2. The Canada Post Corporation service to use when sending flyers to 

householders or occupants. 
 

3. The Canada Post Corporation service to use when sending an urgent, 

time-sensitive item from Halifax to Toronto for delivery the next 

business day. 

 

4. This service is used to send heavy, bulky goods in large quantities.  

5. The Canadian Postal Guide, plus all the necessary information for 

mailing in Canada, can be found here. 
 

6. The Canada Post Corporation service to use when sending out a single 

copy of a newspaper. 
 

7. Canada Post Corporation mail that is coded with a red identification 

sticker and provides mailing and delivery confirmation. 
 

8. When an administrative assistant must have an item or parcel 

delivered within a very short time, this service is if often the best 

option but the cost is very high. 

 

9. Use this notation on the exterior of any mail received in error, or 

which you wish to refuse, providing it has not been opened.  
 

10. The Canada Post Corporation service that delivers goods, collects 

payment, and forwards money to the sender. 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List three (3) valid reasons that employers use to justify surveillance of their 

Employees’ computer use. 

 

 

 

 

 

 

2. Which three (3) items of mail should an administrative assistant refrain from 

opening? 

 

 

 

 

 

 

3. What should you do if you open a letter by mistake? 

 

 

 

 

 

 

4. Give three (3) reasons that many organizations use computerized (electronic) 

postage meters? 

 

 

 

 

 

 

5. Give five (5) guidelines you can follow to make your e-mail correspondence more 

efficient and effective. 
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Student’s Name: ______________________ 

 

Chapter 10—INFORMATION MANAGEMENT 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. The Access to Information Act sets out guidelines to 

 

a. give unlimited access to any government document. 

b. shred confidential documents. 

c. establish informal information management systems. 

d. protect personal information of Canadian citizens. 

e. limit access to all government records. 

 

2. Information management involves setting up both electronic and paper systems so 

that they are 

 

a. totally separate entities. 

b. synchronized and systematized. 

c. systemized and corresponding. 

d. alphabetic and synchronized. 

e. procedural and alphabetic. 

 

3. The procedures to follow before placing a paper inside a file folder are 

 

a. reviewing, coding, indexing, sorting, and filing. 

b. alphabetizing, indexing, coding, sorting, and cross-referencing. 

c. reviewing, indexing, coding, cross-referencing, and sorting. 

d. indexing, coding, sorting, cross-referencing, and transferring. 

e. reviewing, coding, sorting, filing. 

 

4. This legislation has motivated public and private organizations and businesses to 

establish formal information management systems 

 

a. Freedom of Information and Protection of Privacy Act 

b. Freedom and Protection Act 

c. Protection of Electronic Documents Act 

d. Privacy Act 

e. Information and Privacy Act 
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5. Papers within individual file folders are arranged according to 

 

a. subject. 

b. date. 

c. alphabet. 

d. number. 

e. charge-out. 

 

6. Deciding how you will file each paper is 

 

a. programming. 

b. screening. 

c. viewing. 

d. coding. 

e. indexing. 

 

7. File cabinets that allow 25 to 50 percent more aisle space are  

 

a. vertical file cabinets. 

b. space-saver file cabinets. 

c. lateral file cabinets. 

d. numeric file cabinets. 

e. tray file cabinets. 

 

8. The containers for holding paper correspondence and other paper documents are 

called 

 

a. directories. 

b. zip disks. 

c. tapes. 

d. folders. 

e. diskettes. 

 

9. A client’s name, address, and telephone number is an example of a/an 

 

a. record. 

b. field. 

c. file. 

d. folder. 

e. database. 

 

10. Transferring a file each time a case is closed is the 

 

a. periodic method. 

b. numeric method. 

c. retention method. 

d. archived method. 

e. perpetual method. 
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11. These divide a file drawer into alphabetic sections. 

 

a. special guides. 

b. primary guides. 

c. secondary guides. 

d. miscellaneous guides. 

e. wire organizer guides. 

 

12. Each part of a name that is used to determine the filing order is called a/an 

 

a. file. 

b. record. 

c. unit. 

d. tab. 

e. guide. 

 

13. Papers in a miscellaneous alphabetic folder are first arranged in 

 

a. alphabetical order. 

b. date order. 

c. subject order. 

d. geographic order. 

e. numeric order. 

 

14. Which filing system requires a relative index? 

 

a. chronological (date) 

b. numeric 

c. geographic 

d. subject 

e. alphabetic 

 

15. A numeric filing system is a/an  

 

a. direct filing system. 

b. indirect filing system. 

c. encyclopedic system. 

d. dictionary system. 

e. more ethical system. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each of the following statements by writing the appropriate 

word(s) in the blank(s) provided. 

 

1. Filing is one segment of a broad office function called 

________________________. 

 

2. Always file the most recent correspondence at the ______________________of the 

file. 

 

3. An out guide is an example of a ________________________method.   

 

4. An electronic information system has a __________________________that 

identifies certain files.  It acts like an electronic filing cabinet. 

 

5. A/an ___________________________is a divider in a conventional filing drawer. 

 

6. Special guides direct the eye to individual folders that are used _________________. 

 

7. In an electronic system, we have directories that contain certain 

____________________ that contain files that contain documents. 

 

8. In an A-Z filing system, if one section becomes ________________________, all 

the sections behind it must be moved to accommodate this. 

 

9. The ISO is recognized worldwide for establishing the baseline for excellence in 

record management _____________________. 

 

10. There are many variations in the alphabetic filing _____________________for 

business establishments, institutions, and other group names. 

 

Word Bank 

programs guide directory 

information management overcrowded folder 

rules front frequently 

charge-out   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table.  Write the letter corresponding to your answer in the right-hand 

column. 
 

a. visible filing f. labels  

b. transferring g. MS Outlook 

c. wire organizer h. hanging file folders 

d. sorting i. retention 

e. coding j. cross-referencing 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. These help us to find our way through the file cabinet.  

2. Arranging documents in the order of filing.  

3. Alleviates confusion concerning a filing rule.  

4. Current term used to describe paper filing.  

5. One of many software programs used to store and organize basic 

business contact information. 
 

6. The process of determining which records to keep and for how long.  

7. A popular device designed to hold files upright inside the filing 

drawer. 
 

8. Moving inactive paper files to a storage room.  

9. Can be used in file cabinets in the place of conventional guides.  

10. Identifying the indexing caption on a document.  
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. Give an example of an instance that would require cross-referencing in the filing 

cabinet, and explain how this would be done. 

 

 

 

 

 

 

2. List two (2) benefits of colour-coding in a visible file system. 

 

 

 

 

 

 

3. List two (2) benefits of electronic filing. 

 

 

 

 

 

 

4. List two (2) drawbacks of electronic filing. 

 

 

 

 

 

 

5. List three (3) ethical issues related to records management. 
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Student’s Name: ______________________ 

 

Chapter 11—FRONT-LINE RECEPTION 

 

 PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. Voice mail is 

 

a. quickly being replaced with virtual receptionists. 

b. best used in private homes vs. businesses. 

c. a computer-based system that processes both incoming and outgoing telephone 

calls. 

d. a computer-based system that processes only incoming calls by recording 

messages. 

e. not effective, because it often misses calls. 

 

2. When handling a difficult customer, the administrative assistant should 

 

a. immediately pass the call to the manager. 

b. write everything down that is said. 

c. ask the customer to put the complaint in writing and deal with it later. 

c. call security. 

d. listen to the customer for understanding of his/her point of view. 

e. firstly, apologize on behalf of the company. 

 

3. When someone contacts your office requesting an appointment, the first thing you 

should do is 

 

a. set the appointment. 

b. decide who is the best person for the caller to see. 

c. determine the purpose of the appointment. 

d. consult with your manager before making the appointment. 

e. take their number; then call them back later with the appointment time. 

 

4. When you need to transfer a call you should say 

 

a “I will transfer you, but if I should lose you, Mr. ___’s number  is _____.” 

b. “For your reference  Mr. ___’s number is ____.  I will transfer you now.” 

c. “This is Mr. ___’s number.  Please call him direct.”  

d. “May I have your number please. I will have Mr. _____call you right back.” 

e. “I am too busy at the moment to transfer your call, but I will call you back.” 
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5. If your office has two telephone lines, and two calls come in at the same time, 

 

a. answer one of the lines and let the other go to Voice Mail. 

b. answer the first line, ask the caller if you may be excused, answer the second 

line, ask  if you may be excused, and then return to the first line. 

c. answer the first line, tell that caller you will call them back, and then answer the 

second line. 

d. answer the first line so it stops ringing but say nothing, do the same with call 

two, then return to first line.  Finally, check to see if the second caller is still 

there. 

e. let both calls go to Voice Mail. Then decide which one is most important and call 

them first. 

 

6. Active listening means  

 

a. you absorb the information given. 

b. you listen while you keep active. 

c. you understand the message from the speaker’s point of view. 

d. you hear everything that is said. 

e. you actively jot down everything that is said. 

 

7. Which of the following statements is acceptable to explain a manager’s absence 

from the office if she is on a company golf tournament for the afternoon. 

 

a. “Ms. ____  is playing golf this afternoon.  May I take a message?” 

b. “Ms. ____  is not in the office this afternoon.  May I take a message?” 

c. “Ms. ____  isn’t in and I don’t know when she will be back. I’m sorry.” 

d “Ms. ____  is not in her office at the moment.  May I take a message?” 

e. “Ms. ____  is busy with appointments this afternoon.  May I take a message?” 

 

8. When a person your manager wants to see calls to cancel an appointment, an 

effective administrative assistant will  

 

a. offer to make another appointment. 

b. try to persuade the caller to keep the appointment (as the manager is very busy 

for the next week. 

c. transfer the call to the manager so he can arrange a new appointment. 

d. ask the caller why the appointment is being canceled. 

e. see  if someone else could assist him/her. 
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9. If an administrative assistant is keying when a caller arrives at the office, the 

administrative assistant should 

 

a. complete the sentence before acknowledging the caller. 

b. smile, acknowledge the caller, complete the sentence, then speak to the caller. 

c. acknowledge the caller but complete the sentence before speaking with the 

caller. 

d. smile and give the caller full and immediate attention. 

e. while continuing to key, smile, acknowledge the caller, and ask how you may 

help. 

 

10. An appropriate greeting when an administrative assistant is answering a call in a    

business office would be 

 

a. “Hello. ______ speaking.” 

b. “Hi. _______ speaking.” 

c.  “Good morning/afternoon. ______ speaking.” 

d.  “How are you today?” 

e.  “Mr. ____’s assistant.” 

 

11. When a caller must wait, the administrative assistant is expected to 

 

a. converse with the caller until the time of the appointment. 

b. ask another employee to converse with the caller and then continue with office 

responsibilities. 

c. ask the caller whether he or she wants the manager to be interrupted. 

d. explain to the caller why the appointments are running behind schedule. 

e. make the caller feel comfortable but continue with other responsibilities. 

 

12. Which of the following procedures would be the best approach to terminating a   

meeting between your manager and a caller who has overstayed the allotted 

appointment time? 

 

a. Enter the manager’s office and say, “Your three o’clock is here.” 

b. Enter the manager’s office, apologize for the interruption, and tell your manager 

that he or she is running late.   

c. Knock, enter the manager’s office, give the manager a note, and ask the manager 

when he or she will be finished. 

d. Knock, enter the manager’s office, apologize for the interruption, give the 

manager a note indicating that the next caller has arrived, say nothing and exit 

the office. 

e. Slide a note under the manager’s door indicating his next appointment is waiting. 
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13. For a caller without an appointment, the administrative assistant should 

 

a. interrupt the manager to ask if the appointment will be granted. 

b. remind the caller about the company policy of requiring an appointment. 

c. ask the caller to come again when the manager is available. 

d. tell the caller that the manager doesn’t see anyone without an appointment. 

e. tell the caller to telephone the following day to set up an appointment. 

 

 

14. What time of day is best, if possible, to schedule appointments in a distant location 

from the office?  

 

a. first or last thing of the working day. 

b. always first thing of the working day. 

c. at 11 a.m. so he can take the person to lunch. 

d. always last thing of the working day. 

e. always have the person(s) meet at the office. 

 

15. The Yellow Pages are arranged first according to  

 

a. alphabetic classification 

b. geographic classification. 

c. subject classification 

d. numeric classification. 

e. chronological classification. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each of the following statements by writing the appropriate 

word(s) in the blank(s) provided. 

 

1. An administrative assistant should answer the telephone on the _________________ 

ring. 

 

2 To dial direct long distance in Canada, dial the access code ___________________, 

the area code, and the seven-digit phone number. 

 

3. With the start of Daylight Savings Time, the clocks are turned _________________ 

one hour. 

 

4. The Canadian provinces and territories are divided into ___________________ time 

zones. 

 

5. When someone is requesting an appointment, if possible give them a chance to select 

from at least __________________ choices. 

 

6. Use a ___________________ to enter appointments in a desk calendar. 

 

7.  Electronic calendars will produce appointment schedules as well as 

________________ lists. 

 

8. Receiving office visitors is a responsibility that requires office professionals to be 

courteous, gracious and____________________. 

 

9. There are ____________________ time zones world wide. 

 

10. Never ask a customer or client questions of a  _____________________ nature. 

 

Word Bank 

diplomatic six to-do 

forward pencil 24 

two 1 first 

personal   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand column. 
 

a. 0 + dialing f. area code 

b. paraphrasing g. auto announcement 

c. ethical business practice h. abusive  

d. appointment list i. screening 

e. special needs j. IVR 

 

 

Descriptive Statement 

Answer 

(letter) 

1. Finding out who the caller is before putting a call through to a busy 

manager. 
 

2. It is important to include this when recording a caller’s number.  

3. An example of an operator-assisted call.  

4. These are activated only when all incoming telephone lines are busy. 

They prompt the caller to leave a message. 
 

5. Describes a person who swears, shouts, or threatens.  

6. Repeats messages based on the length of time the caller has been on 

hold. 
 

7. With diverse clientele, a business will likely encounter this type of 

client. 
 

8. Treating all visitors equally.  

9. A copy of this document is placed on the manager’s desk at the end of 

each work day for his perusal.   
 

10.      Saying “I understand how frustrated you must feel after receiving no 

response to your voice mail” to an upset customer who has said this to 

you is an example of …. 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List four (4) duties a virtual receptionist can perform. 

 

 

 

 

 

 

2. List three (3) essential skills important to successful telephone communications. 

 

 

 

 

 

3. List seven (7) essential components of a complete written telephone message. 

 

 

 

 

 

 

4. List three (3) necessary things one should do to prepare prior to placing a business 

telephone call. 

 

 

 

 

 

 

 

5. List two (2) drawbacks to using an electronic calendar solely. 
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 Student’s Name: ______________________ 

 

 

Chapter 12—TRAVEL ARRANGEMENTS 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. If you are required to make travel arrangements for managers or colleagues, you 

would first 

 

a. call a travel agency for information. 

b. search the Internet for the best deals. 

c. makes all the reservations yourself by calling airlines, car rental agencies, etc. 

d. contact the local Chamber of Commerce. 

e. become familiar with the company’s travel policies. 

 

2. If your manager needs information on immunization(s) in connection with an 

upcoming business trip, you would best obtain this information from  

 

a.  the closest passport office. 

b. any travel brochure. 

c. the local health authority. 

d. your manager’s medical file. 

e. the airline office. 

 

3. A direct flight  

 

a. flies from points A to B with possible stops but no change of plane required.  

b. flies from points A to B with no stops along the way. 

c. flies from points A to B with connections en route to a flight of the same airline. 

d. flies from points A to B where the traveler connects to a flight of a different 

airline. 

e. flies a commuter route. 

 

4. The time expressed in airline timetables is  

 

a. eastern standard time. 

b. Greenwich mean time. 

c. local time. 

d. central standard time. 

e. international standard time. 
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5. How is 1:00 a.m. expressed on the 24-hour clock? 

 

a. 1300 

b. 0100 

c. 0010 

d. 2500 

e. 1200 + 1 

 

6. The main advantage of economy-class travel is  

 

a. faster check-ins. 

b. more frequent snacks. 

c. cheaper ticket costs. 

d. easier to book. 

e. more window space for viewing. 

 

7. If a flight is full (no seat available for your manager), the first thing to do is 

 

a. find another airline. 

b. reserve on another flight if possible. 

c. tell your manager the flight is unavailable. 

d. ask that your manager be waitlisted but reserve on another flight. 

e. waitlist your manager and hope for the best. 

 

8. A passport serves as 

 

a. proof of employment. 

b. proof of age. 

c. proof of citizenship and ID. 

d. a visa. 

e. a work permit. 

 

9. To be valid, an International Certificate of Vaccination must be stamped by 

 

a. the Canadian embassy of the country being visited. 

b. the World Health Organization. 

c. a local health clinic. 

d. TIM. 

e. IATA. 

 

10 An possible stress factor to take into account when planning an international flight is 

 

a. seat number. 

b. jet lag. 

c. meals. 

d. flying time. 

e. size of aircraft. 
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11. An administrative assistant should distribute copies of a manager’s itinerary as 

follows. 

 

a. only one copy is required—for the manager (for confidentiality). 

b. only one copy is required—for the person who will be handling the manager’s 

work.. 

c. only one copy—for the manager to give to a family member. 

d. two copies minimum for the manager, and one copy minimum for the 

administrative assistant. 

e. several copies—to be mailed to the manager’s home for him to distribute as 

he/she wishes. 

 

12. In order to claim out-of-pocket business travel expenses paid, a traveler should 

complete a/an 

 

a. travel advance voucher. 

b. itinerary. 

c. cash receipt. 

d. travel expense voucher. 

e. credit card voucher. 

 

13. As of June 1, 2009 it is necessary for Canadian citizens to have in their possession a 

valid passport when crossing any Canada/US border  

 

a. by land or air. 

b. by land, sea, or air. 

c. by air only. 

d. by air and sea. 

e. by land and sea. 

 

14. The Internet travel company websites are best accessed for 

 

a.  up-to-the minute airline information and schedules. 

b. commuter flights only. 

c. issuing passports. 

d. checking reputable travel agencies. 

e. extensive travel arrangements required by large corporations. 

 

15. International flights are best arranged by 

 

a. the traveller. 

b. the administrative assistant. 

c. a reputable travel agency. 

d. the airline directly. 

e.  the Canadian Consulate in the destination country. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each of the following statements by writing the appropriate 

word(s) in the blank(s) provided. 

 

1. _______________________flights are short, direct flights between two 

neighbouring cities. 

 

2. All travelers, national and international, need to be aware of ___________________ 

measures prior and during boarding as well as during flights. 

 

3. When a traveler does not know the return travel date, the administrative assistant 

purchases a/an _____________________airline ticket. 

 

4. _________________________of airline reservations is required on international 

flights. 

 

5. Airlines differ regarding ________________________for carry-on luggage. 

 

6. Limousines and _______________________ buses operate regularly between 

airports and hotels. 

 

7. A Canadian passport is valid for _____________________ years. 

 

8. Allow _____________________ time for flight connections when arranging travel. 

 

9. Reduced prices are often available for “no __________________” flights. 

 

10. Always request __________________________ of  hotel reservations when 

arranging travel. 

 

Word Bank 

security commuter five or ten 

shuttle written confirmation baggage 

reconfirmation open frills 

sufficient   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand 

column. 
 

a. air taxi f. IATA 

b. Passport Office g. itinerary 

c. guarantee h. visa 

d. “fudge” i. travel advance 

e. per diem j. Microsoft Outlook 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. To assure that a hotel reservation is held for late arrival of a guest.  

2. A stamped permit to travel within a given country for a specified 

length of time. 
 

3. A helicopter or small plane service sometimes available for quick 

connections between city airports. 

 

4. A conglomerate of international airlines that allows travel agents who 

meet its stringent requirements to use its insignia. 
 

5. “Out of office” feature can be set up with this software.  

6. An employee wanting to receive company funds prior to departing on 

a business trip will need to apply for this. 
 

7. An agency of the Government of Canada.  

8. Unethical business practice to do this with expenses.   

9. A predetermined amount of money that a company will pay daily for 

employee travel expenses. 
 

10. A combined travel/appointment schedule  
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

 

1. Give two (2) benefits of business class over economy for business travel. 

 

 

 

 

 

 

2. List five (5) important pieces of information you need to determine prior to 

arranging flights for managers or other employees. 

 

 

 

 

 

 

3. What documentation, etc. is required to apply for a Canadian passport? 

 

 

 

 

 

 

4. List five (5) important things an administrative assistant does when assembling trip 

materials prior to a manager leaving on a business trip. 

 

 

 

 

 

 

5. Why are travel times shown by the 24-hour clock? 
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Student’s Name: ______________________ 

 

 

Chapter 13—MEETINGS AND CONFERENCES 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. To ensure that you cover all the necessary steps in organizing a meeting, you should 

use a/an 

 

a. agenda. 

b. cause-and-effect diagram. 

c. action checklist. 

d. meeting log. 

e. copy of minutes of the last meeting. 

 

2. E-calendars are efficient for planning meetings because the software will 

 

a. find a time when all the participants are free. 

b. schedule the meeting. 

c. prepare the agenda. 

d. prepare the announcement. 

e. reserve the room. 

 

3. Reserve a meeting room as soon as you know the 

 

a. date and time for the meeting. 

b. number of people who will be absent. 

c. purpose of the meeting. 

d. agenda items. 

e. physical routine of the participants. 

 

4. Which meeting document states the deadline for accepting agenda items? 

 

a. the meeting log. 

b. the agenda. 

c. the minutes. 

d. the voting sheet. 

e. the notice. 
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5. The first thing that takes place at a formal meeting is 

 

a. the approval of the agenda. 

b. the call to order. 

c. the approval of the previous meeting’s minutes. 

d. a roll call. 

e. a review of the ground rules. 

 

6. Immediately after a meeting prepare a to do list of all the actions your need to take 

this may include: 

 

a. reference sources. 

b. extra copies of the agenda. 

c. lists of standing and special committees. 

d. venue. 

e. prepare a list to remind your manager of his or her obligations. 

 

7. When correcting minutes of a previous meeting once they have been signed and 

distributed to members, you 

 

a. key the amendments and attach them to the minutes. 

b. draw a line through the words to be deleted and write in the new words. 

c. key the changes to the minutes and reprint. 

d. make a motion, key the wording of the motion, and attach the motion to the 

minutes. 

e. rekey the entire document and have the minutes recertified. 

 

8. A meeting with no motions and no voting is called 

 

a. a formal meeting. 

b. a casual meeting. 

c. a regular scheduled meeting. 

d. an ad-hoc meeting. 

e. an informal meeting. 

 

9. Motions should appear in the minutes 

 

a. in the same order that they were taken up during the meeting. 

b. in alphabetical order. 

c. in date order. 

d. in uppercase. 

e. as a separate section, usually at the end of the minutes. 
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10. NGT refers to 

 

a. Normal Group Technique. 

b. Nominal Guidance Team. 

c. Nominal Group Technique. 

d. New Group Technique. 

e. Named Group Technique. 

 

11. The facilitator might draw a cause-and-effect diagram to encourage 

 

a. NGT. 

b. debriefing. 

c. prioritization. 

d. brainstorming. 

e. closure. 

 

12. Which of the following is a solution for unproductive behaviour at meetings? 

 

a. The chairman calls the meeting to order again. 

b. The chairman speaks directly to the person(s) involved and asks that he/she/they 

stop the behaviour(s). 

c. The chairman speaks over the top of participants’ voices to regain control. 

d. The chairman brings the attention back to the agenda. 

e. The chairman stops the meeting immediately for a break and talks to the 

offenders privately. 

 

13. Ethical behaviour in meetings includes 

 

a. sidestepping issues to avoid being disliked. 

b. being dishonest to avoid hurting peoples feelings. 

c. reporting any dishonest actions to the appropriate person(s) right away. 

d. discussing your personal values up front, so members know that you will always 

adhere to the  company code of ethics. 

e. having  a lawyer present at meetings to monitor ethical behaviour. 

 

14. In order to deal effectively with cultural and language differences at international    

conferences, one can 

 

a. learn to speak the language of the country so you will be bilingual. 

b. take gifts with you to show friendship. 

c. always take an interpreter to the conference with you. 

d. learn simple courtesy greetings to make a favourable impression. 

e. avoid talking to anyone who does not appear to speak your language well. 
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15. Virtual meetings can be less effective because 

 

a. members are shy and sometimes don’t speak. 

b. members all talk at once. 

c. these meetings cost more to arrange. 

d. these meetings take more time than traditional meetings. 

e. members are often less creative due to lack of personal interaction. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each statement in the following table by writing the 

appropriate word(s) in the blanks provided. 

 

1. Using the telephone to find a  convenient time for the participants of a meeting can 

be very ______________________. 

 

2. A tape recorder can be used to record a _____________________record of a 

meeting. 

 

3. When scheduling a luncheon or dinner meeting, you will need to determine possible 

food options and the various __________________. 

 

4. All motions must be ___________________before being voted on. 

 

5. When ___________________are established to guide the meeting, they are placed in 

a visible location for all participants to see. 

 

6. Meeting __________________refers to the interplay between meeting participants. 

 

7. A ______________________computer is an efficient way to record the notes of a 

meeting. 

 

8. During meetings, teams make decisions at their level of _____________________. 

 

9. Web conferences are conducted ____________ in ______________ via the Internet. 

 

10. During a teleconference, members must _____________________themselves prior 

to speaking. 

 

Word Bank 

ground rules costs and food preferences dynamics 

seconded real time verbatim 

laptop time-consuming online 

authority introduce  
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table.  Write the letter corresponding to your answer in the right-hand 

column. 
 

a. meeting log f. amendment 

b. debriefing g. brainstorming 

c. notice of meeting h. virtual meetings 

d. warm-up i. voting sheet 

e. agenda j. minutes 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. Time allowed after a meeting for participants to express their feelings 

about the meeting. 

 

2. A method to help a team develop many ideas in a short time.  

3. A permanent meeting record.  

4. Opportunity for team members to introduce themselves.  

5. A list of topics to be taken up and acted upon during a meeting.  

6. Helps the recorder and meeting members to stay focused during the 

meeting. 
 

7. The first document sent out when arranging a meeting.  

8. The document used to establish priorities under the NGT.   

9. A change to a motion.  

10. Requires telecommunications to conduct these (includes 

teleconferences, web conferences, and videoconferences). 
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PART IV:  SHORT ANSWERS 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List five (5) tips for successful minute note taking. 

 

 

 

 

 

 

2. Give three (3) uses of a laptop/ notebook computer at a meeting. 

 

 

 

 

 

 

3. What is the main reason food and beverages are often provided at meetings? 

 

 

 

 

 

 

4. Give a good reason why the task of taking minutes is sometimes rotated among 

members at various meetings. 

 

 

 

 

 

 

5. Give the main difference between a “teleconference” and a “videoconference.” 
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 Student’s Name: ______________________ 

 

Chapter 14—BUSINESS COMMUNICATION 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. Communication takes place when 

 

a. you choose your words carefully. 

b. the listener understands what you are saying. 

c. there are just two people in the room. 

d. you withhold your opinion. 

e. the listener can read your lips. 

 

2. When providing feedback, you should 

 

a. describe the context of the problem. 

b. phrase your comments as criticism. 

c. criticize in a judgmental manner. 

d. describe the situation in general terms.  

e. ask the listener questions about his/her behaviour. 

 

3. In a letter, to change the pace and to increase reader interest, you should 

 

a. get immediately to the point without preamble. 

b. write short sentences. 

c. write long, drawn out sentences of 20 words or more for clarification. 

d. make the letter at least two pages long. 

e. vary the length and type of your sentences. 

 

4. Nonverbal communication 

 

a. will not discredit the verbal message. 

b. is an interpretation of written correspondence. 

c. is often misinterpreted by the receiver. 

d. is not as important as verbal communication. 

e. is less powerful than verbal communication. 
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5. When you wear conservative attire, you are conveying that you are 

 

a. competent. 

b. qualified. 

c. proactive 

d. professional. 

e. progressive. 

 

6. An effective business letter 

 

a. centers on more than one purpose.  

b. focuses on the reader. 

c. uses detailed language. 

d. uses tables and graphs to explain or prove a point. 

e. is abrupt and authoritative to save time. 

 

7. Good listening skills include 

 

a. allowing your mind to wander so you do not become bored. 

b. repeating information and saying you understand, even if you do not. 

c. never asking questions, as this is rude. 

d. nodding occasionally and making eye contact. 

e. never smiling or frowning, as this distracts the speaker. 

 

8. A favourable reply letter should begin with a/an 

 

a. detailed explanation. 

b. positive statement. 

c. history of the situation. 

d. restating of the obvious 

e. a persuasive statement. 

 

9. The opening paragraph of a disappointment letter is sometimes called a/an 

 

a. buffer paragraph. 

b. apology paragraph. 

c. agreement paragraph. 

d. transitional paragraph. 

e. goodwill paragraph. 

 

10. Letters selling services, ideas, and products are called 

 

a. influential letters. 

b. convincing letters. 

c. persuasive letters. 

d. credible letters. 

e. swaying letters. 
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11. Most acknowledgement letters imply that 

 

a. the business has been completed. 

b. another communication will follow. 

c. it is a favourable reply. 

d. the letter will be forwarded to someone else. 

e. there will be delays. 

 

12. Reports that present interpretation of data are called 

 

a. financial reports. 

b. specialized reports. 

c. analytical reports. 

d. formal reports. 

e. statistical reports. 

 

13. When your report refers to situations that occurred at different times over an 

extended period, organize the report 

 

a. deductively. 

b. inductively. 

c. logically. 

d. chronologically. 

e. biographically. 

 

14. A report format where the conclusions and recommendations are presented first and 

the supporting facts are presented last is called a/an 

 

a. deductive arrangement. 

b. logical arrangement. 

c. inductive arrangement. 

d. distributed arrangement. 

e. reverse arrangement. 

 

15. An example of “wordiness” is “___” 

 

a. in accordance with your request. 

b. in l8l2. 

c. a cheque for. 

d. as requested. 

e. inquire about. 
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PART II: FILL-IN-THE-BLANK 
 

Instructions: Complete each of the following statements by writing the appropriate 

word(s) in the blank(s) provided.  

 

1. When making a presentation, anticipate the needs, concerns, and interests of the 

____________________. 

 

2. An e-mail should cover ____________________topic, issue, or concern. 

 

3. Always show consideration and ____________________when writing business 

correspondence. 

 

4. When public speaking, the audience must believe you to be credible, truthful, and 

____________________. 

 

5. The most important single element common to all goodwill letters is 

____________________. 

 

6. The administrative assistant often has the responsibility of writing 

____________________letters when the manager is absent. 

  

7. When using the full-block letter style, paragraphs are separated by a 

____________________.  

 

8. Headings and subheadings in reports are used to show the reader the 

____________________of the report. 

 

9. The e-mail report has largely replaced the traditional informal 

_____________________report as a means of internal communication.  

 

10. The __________________________ is one of the main vehicles for transmitting 

messages between the organization and its customers.  

 

Word Bank 

qualified memorandum timeliness 

organization only one courtesy 

audience business letter acknowledgement 

all capitals   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand column. 
 

a. endnotes f. ethics in writing 

b. business letter g. paraphrase 

c. correctness h. appendix 

d. personal space i. bibliography 

e. coherence j. letter of transmittal 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. The distance apart from another at which one person feels comfortable 

talking. 

 

2. Another name for a covering letter which states what is being sent and 

from whom. 
 

3. Also called “Works Cited” list which names all sources used in  

preparing a report. 

 

4. These give credit to the author(s) of ideas and information used in 

your report. 

 

5. Accuracy in every detail.  

6. Never violating copyright laws.  

7. To repeat back what one understands to have been said.  

8. Arrangement of words and ideas in logical order.  

9. Additional supporting data placed at the end of a report.  

10. The main vehicle for transmitting official messages to and from 

customers 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. Give five (5) ways one can improve listening skills. 

 

 

 

 

 

 

2. Name the two (2) main letter styles as discussed in Chapter 11, and describe the 

main differences of the three styles. 

 

 

 

 

 

 

3. Name the three (3) main divisions of an informal report. 

 

 

 

 

 

 

4. List three (3) things one can do to ensure a successful oral presentation. 

 

 

 

 

 

 

5. When giving feedback, an effective tool is to express how the person’s actions make 

you feel.  Give an example of what you might say if someone was continually late 

for team meetings. 
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Student’s Name: ______________________ 

 

 

Chapter 15—OFFICE COMMERCE AND KEEPING RECORDS 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. Business-to-business transactions typically use 

 

a. the Internet. 

b. private telecommunications networks. 

c. EDI. 

d. B2C. 

e. B2B. 

 

2. E-commerce is an applied term for 

 

a. electronic file transfer. 

b. internet business web pages. 

c. EFT. 

d. B2B transactions only. 

e. B2C transactions only. 

 

3. The following may be used in conjunction with Web-banking accounts for access to 

information and cash 

 

a. B2Cs. 

b. B2Bs. 

c. cash machines. 

d. ATMs. 

e. debit machines. 

 

4. Which of the following is an electronic method used to transfer funds? 

 

a. money order 

b. certified cheque 

c. preauthorized payment 

d. bank draft 

e. bank debit or credit transactions 
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5. When preparing cheques 

 

a. write the name of the payee in full without a courtesy title. 

b. by computer use a light-coloured ink cartridge whenever possible. 

c. complete the stubs when you have prepared all of the cheques. 

d. never handwrite them in a business environment. 

e. always make a photo copy of the front of the cheque. 

 

6. If you prepare a certified cheque but then decide not to send it to the payee 

 

a. write “void” across its face and file it with your other cancelled cheques. 

b. destroy it by passing it through a shredder. 

c. deposit it back into the company’s bank account. 

d. file it with your bank statements. 

e. cash it and deposit the cash with the next company bank account. 

 

7. At the time you stop payment on a cheque, you should 

 

a. add the amount of the cheque to the balance of the cheque register. 

b. mark the cheque “void” and file it with the cancelled cheques. 

c. subtract the amount of the cheque from the balance of the cheque register. 

d. complete and mail a stop-payment form to your bank. 

e. discard it. 

 

8. The number of two-dollar coins in a roll is 

 

a. 50. 

b. 40. 

c. 30. 

d. 25. 

e. 35. 

 

9. When you do not have enough space to list all the cheques on one deposit slip 

 

a. prepare a longer form of the deposit slip on your computer. 

b. enter only the total of the cheques on the deposit slip without listing the cheques. 

c. staple two or more deposit slips together. 

d. prepare a list and staple it to the cheques without a deposit slip. 

e. make up two or three separate deposit slips on different days. 

 

10. Some companies use the night depository at the bank because 

 

a. no one has time to do it during the day. 

b. they prefer to use electronic transfers. 

c. they use ATMs. 

d. the bank is located too far away. 

e. they collect cash or cheques after the close of banking hours. 
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11. As you reconcile a bank statement, the outstanding cheques should be 

 

a. added to the bank statement balance. 

b. subtracted from the bank statement balance. 

c. added to the cheque book balance. 

d. subtracted from the cheque book balance. 

e. disregarded until the next statement. 

 

12. Cancelled cheques should be 

 

a. filed according to company procedures. 

b. kept until the next bank statement arrives. 

c. marked “void” and filed. 

d. destroyed. 

e. returned to the bank. 

 

13. Which of the following may have been subtracted from the cheque book balance but 

not from the bank balance? 

 

a. outstanding cheques. 

b. service charges. 

c. interest. 

d. special deposits. 

e. outstanding deposits. 

 

14. For each petty cash transaction, the person in charge of the fund prepares 

 

a. a petty cash voucher. 

b. a memorandum. 

c. a statement. 

d. an IOU. 

e. a cash advance form. 

 

15. The total of the petty cash vouchers plus the amount of the cash on hand should 

equal 

 

a. the amount by which the petty cash fund should be replenished. 

b. the amount paid out of the petty cash fund. 

c. the original amount of the petty cash fund. 

d. the amount by which the petty cash refund should be increased. 

e. the amount by which the petty cash refund should be decreased. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each  of the following statements by writing the appropriate 

word(s) in the blank(s) provided. 

 

1. ____________________is an efficient and cost-effective method of moving money 

electronically between accounts. 

 

2. Unsolicited commercial messages received are known as ____________________. 

 

3. ____________________has become the network of choice for business-to-customer 

transactions. 

 

4. ____________________is the Internet’s main method of securing e-commerce 

transactions. 

 

5. _____________________enables an organization to pay its employees without 

writing cheques. 

 

6. It is important to use a ____________________method to prepare the monthly bank 

reconciliation statements. 

 

7. Many organizations subscribe to a certificate process for improved 

____________________ and security. 

 

8. Firewalls, ____________________, and spam filters are installed on an 

organization’s computers to protect against intrusions on their computer systems. 

 

9. Petty cash funds for miscellaneous cash expenses must be _____________________ 

for. 

 

10. Because of the high cost of dishonesty, CPA’s are required to take a/an 

____________________ course once every three years to maintain their licence.  

 

Word Bank 

consistent spam direct payroll deposit 

Internet privacy accounted 

virus checkers ethics Electronic funds transfer 

encryption   
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Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand column. 
 

a. credit card f. bearer 

b. bank draft g. voucher cheque 

c. full endorsement h. cancelled cheque 

d. certified cheque i. travelers cheque 

e. money order j. cheque 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. Commonly used when large amounts of money are involved.  

2. A cheque endorsed with only a signature is payable to this person.  

3. A cheque that has been paid by the bank.  

4. A service used mainly by people who do not have a bank account.  

5. A cheque drawn by a bank on its own funds (or credit) in another 

bank. 
 

6. A written contract between two parties in a financial transaction.  

7. “Pay to the order of Selkirk Resorts Ltd. M. McIver.”  

8. The purchaser’s signature on this financial instrument is his/her 

identification and protection. 
 

9. Widely accepted throughout the world for purchasing in the currency 

of the country where purchases are made. 
 

10. A cheque with a stub that records the details of the cheque--such as 

gross payment, type and amount of deductions, and net payment. 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List three (3) occasions when it would be important to stop payment on a cheque. 

 

 

 

 

 

 

2. List four (4)  items necessary to assemble when reconciling a bank statement. 

 

 

 

 

 

 

3. What is the main role of Web banking? 

 

 

 

 

 

 

4. Give three (3) standard procedures important to observe by the person in charge of  

the petty cash fund. 

 

 

 

 

 

 

5. Why has Canada initiated legislative protection for e-commerce users? 
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Student’s Name: ______________________ 

 

Chapter 16—EMPLOYMENT STRATEGIES 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. Many organizations prefer to select their employees from applicants who 

 

a. reply to the company’s advertisements. 

b. are registered with employment agencies. 

c. come to them seeking employment. 

d. have posted their résumés on the Internet. 

e. have no relatives working there. 

 

2. Employment agencies 

 

a. keep employment opportunities confidential until applicants are judged suitable. 

b. never test applicants’ skills levels. 

c. charge applicants a fee. 

d. are not a very good source for locating full-time job opportunities. 

e. consider it ethical to use contracts that restrict temporary workers to one 

employment agency at a time. 

 

3. Newspaper career and help-wanted columns 

 

a. include most of the jobs available in the area. 

b. help applicants to identify employment trends. 

c. receive limited applications from qualified applicants. 

d. always list salaries. 

e. are a waste of time for a job seeker. 

 

4. A résumé is a tool that you use to 

 

a. sell yourself to the right employer. 

b. inflate your qualifications and experience. 

c. market yourself in areas you may not be qualified. 

d. hide job history weaknesses, such as employment gaps. 

e. hand out at social functions. 
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5. A person who has not been employed but has acquired comparable work experience 

through volunteering and day-to-day living should prepare a 

 

a. targeted résumé. 

b. chronological résumé. 

c. scanable résumé. 

d. functional résumé. 

e. general résumé. 

 

6. When preparing a résumé 

 

a. use brightly coloured, high-quality paper to attract the reader’s attention. 

b. use margins of approximately 4.5 cm. 

c. aim for a conservative appearance. 

d. make sure that it fits onto one page only. 

e. use a fancy font and graphics, to fill white space. 

 

7. A letter written by an applicant who does not know whether a job opening exists is 

called a/an 

 

a. prospecting letter. 

b. announcement letter. 

c. introduction letter. 

d. covering letter. 

e. soliciting letter. 

 

8. If an application form question asks about the salary expectations, answer  

 

a. “Not Applicable.” 

b. “Open to Negotiation.” 

c. “To be Discussed at Interview.” 

d. “Will accept the going rate.”  

e. “No Comment.” 

 

9. Questions on marital status, age, race, disabilities, and religion are 

 

a. unethical questions. 

b. intelligent questions. 

c. allowed in some provinces of Canada. 

d. important to answer honestly. 

e. only acceptable for federally governed organizations to ask. 
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10. Behavioural descriptive interview questions 

 

a. are easy to make up answers to. 

b. are psychological tools to test the applicant’s IQ. 

c. are ways to see how applicants react to questions. 

d. are designed to sort facts from exaggerations. 

e. are designed to “trick” applicants. 

 

11. Preparing yourself thoroughly for each interview means 

 

a. researching the organization where you have scheduled the interview. 

b. focusing on the best possible salary. 

c. anticipating that you will most likely be turned down. 

d. getting ready to answer personal questions. 

e. evaluating the people interviewing you. 

 

12. When you receive a job lead from someone 

 

a. thank them and also send them a thank you note. 

b. follow through and let them know the results. 

c. use their name in your cover letter when applying, to help you get the job. 

d. check the lead by phoning the company before you apply. 

e. include them as a reference when applying. 

 

13. At a job interview 

 

a. ask as many questions as you can at the beginning of the interview to take up 

time. 

b. never ask questions unless requested. 

c. ask intelligent questions that you have prepared prior to the interview. 

d. never ask the interviewer to repeat a question. 

e. answer as many questions as you can with “yes” or “no.” 

 

14. The term “networking” means 

 

a. exchanging information. 

b. searching for a job. 

c. asking everyone you know to find a job for you. 

d. attending social functions to find employment leads. 

e. asking everyone you meet where they work. 

 

15. The main purpose of the résumé is 

 

a. is to obtain an interview. 

b. to give to the interviewer when you arrive. 

c. to explain your work history to prospective employers. 

d. to find a job. 

e. to advertise your best strengths.
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each of the following statements by writing the answers 

in the blanks provided. 

 

1. Search for a job that matches your qualifications, ____________________, and 

interests. 

 

2. The interviewer will strive to match you to a position that will _________________ 

your talents.  

 

3. The best jobs are frequently not __________________. 

 

4. Sharing employment information with a ____________________ of people is an 

effective method of obtaining employment. 

 

5. List your volunteer work under the ______________________section of your 

résumé. 

 

6. A common error in résumés is the use of ____________________verbs. 

 

7. When you get a job, send your _____________________a thank-you letter 

expressing your appreciation for their assistance. 

 

8. Before the interview, take a ____________________ to the location of the 

interview. 

 

9. Your ___________________prior to an interview will help you prepare questions.   

 

10. Newspaper career and help-wanted columns can help applications to identify 

___________________trends. 

 

Word Bank 

advertised references personality 

research employment inconsistent 

maximize dry run network 

Work History   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand 

column. 
 

a. corporate mentor f. blind advertisement 

b. curriculum vitae (CV) g. direct application 

c. portfolio h. functional 

d. hidden job market i. Internet 

e. targeted j. short list 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. A collection of samples of your work.  

2. Decide where you want to work and apply.  

3. Used when an organization wants to avoid having to interview a large 

number of unqualified applicants. 
 

4. A résumé style used for international job searching.  

5. An underestimated, overlooked source of employment opportunities.  

6. A résumé that focuses on the applicant’s achievements and abilities 

relating to a specific job. 
 

7. An excellent source of job postings.  

8. The initial selection of applicants to be interviewed.  

9. A person who can offer you information and advice about an 

organization and give you career direction. 
 

10. A résumé that highlights the applicant’s skills, abilities, and 

accomplishments. 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List the four questions your résumé should answer. 

 

 

 

 

 

2. What is the main purpose of the application/cover letter? 

 

 

 

 

 

3. Give three (3) suggestions of ways to locate job opportunities in other geographical 

locations. 

 

 

 

 

 

 

4. List five (5) ways to improve one’s networking skills. 

 

 

 

 

 

 

5. List three (3) services of college placement offices. 
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Student’s Name: ______________________ 

 

 

Chapter 17—PROFESSIONAL DEVELOPMENT 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. CAP is an abbreviation for 

 

a. Certified Administration Professional. 

b. Certified Administrative Professional. 

c. Certified Administrative Person. 

d. Certificate of an Administrative Professional. 

e. Certificate of an Administration Person. 

 

2. The best way for one to develop the professional image of an administrative assistant 

is to 

 

a. set unattainable short- and long-term goals. 

b. take a modeling course. 

c. wait until an opportunity comes up. 

d. work to rule. 

e. develop strategies for achieving goals. 

 

3. Someone who is willing to show a junior member of staff shortcuts to success is 

called a/an 

 

a. strategist. 

b. mentor. 

c. sponsor. 

d. associate. 

e. manager. 

 

4. The Association of Administrative Assistants awards the designation of 

 

a. Administrative Assistant. 

b. Certified Administrative Assistant. 

c. Qualified Administrative Assistant. 

d. Professional Administrative Assistant. 

e. Certified Professional Administrative Assistant. 
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5. Which is the highest designation of the National Association of Legal Secretaries? 

 

a. PLS 

b. CPS 

c. QAA 

d. ALS 

e. CAP 

 

6. One of the most recognized and popular technical certification programs is 

 

a. Qualified Administrative Assistant. 

b. Microsoft Office Specialist Certification Program. 

c. Technical and Professional Specialist. 

d. Microsoft Office User Specialist. 

e. Microsoft Technical Specialist. 

 

7. A good supervisor always 

 

a. maintains technical expertise of the highest possible level. 

b. relies on employees’ expertise and recommendations to enhance processes. 

c. delegates as much as possible. 

d. focuses on the bottom line. 

e. strives to be the manager ASAP. 

 

8. More management positions are available if you 

 

a. rely on length of service. 

b. work overtime on a volunteer basis. 

c. read management journals and join management associations. 

d. volunteer to lead social committees. 

e. gain educational credentials and market your skills. 

 

9. Contemporary offices require professionals who 

 

a. rely almost exclusively on the Internet to access and manage information. 

b. make reductions in productivity their primary focus. 

c. can supervise people in flexible locations. 

d. make arbitrary decisions. 

e. are aggressive. 

 

10. Microsoft’s technical skills program provides three levels: 

 

a. Core, Expert, and Master. 

b. Basic, Intermediate, and Advanced. 

c. Level I, Level II, and Level III. 

d. Beginner, Intermediate, and Master. 

e. Master, Expert, Specialist. 
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11. One of the greatest assets of any good supervisor is 

 

a. a degree in business administration. 

b. supervisory experience. 

c. technical expertise. 

d. effective human relations skills. 

e. effective evaluation skills. 

 

12. As a supervisor, the best way to find quality solutions for new procedures and new 

products is 

 

a. brainstorming with other supervisors. 

b. researching how things have been done in the past. 

c. brainstorming with your office team. 

d. making decisions and immediately asking the team for feedback. 

e. relying on management to do this for you, as they have the experience. 

 

13. Values are the embodiment of what an organization stands for and 

 

a. should not be the basis for the behaviour of its employees. 

b. should be the basis for the behaviour of its employees. 

c. are not related to ethics. 

d. are doing what is right or wrong. 

e. do not help to determine what is right or wrong. 

 

14. Cross-training  

 

a. involves learning and performing the responsibilities of management only. 

b. is only valuable to the organization if employees are ill often. 

c. is provided in the gym for staff during their lunch hour for wellness. 

d. has greater benefit to the employees than to the organization. 

e. never involves technical training. 

 

15. An administrative assistant’s career is often  

 

a. just a job. 

b. a stepping stone to other types of careers. 

c. a less diversified role than in the past. 

d. one that requires less technical expertise than previously. 

e. one that attracts only women. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each of the following statements by writing the appropriate 

word(s) in the blank(s) provided. 

 

1. A ____________________job requires a different set of skills than an administrative 

assistant’s position. 

 

2. Federal legislation barring ____________________ in employment on the basis of 

gender has opened up new opportunities for men and women. 

 

3. Neither men nor women can advance to higher level positions unless they are 

prepared to accept the ____________________that go with those positions. 

 

4. Mentors help people who are new to the organization or profession to become 

____________________. 

 

5. During your first year of employment, set a professional __________________ for 

yourself. 

 

6. Lifelong learning increases ___________________for promotion and for personal 

enrichment. 

 

7. As an administrative assistant, you can choose to have either a job or a professional 

___________________. 

 

8. The attitude that someone is “just a secretary” is a ____________________ that 

developed at a time when the serious positions in the workforce were believed 

should be held by men. 

 

9. Employees who believe in continuous learning are more likely to survive in times of 

economical ____________________. 

 

10. A skilled office professional will be able to remain calm, maintain office efficiency, 

and handle people with____________________  even through an office crisis.  

 

Word Bank 

goal opportunities discrimination 

supervisory diplomacy career 

stereotype responsibilities recession 

successful   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table. Write the letter corresponding to your answer in the right-hand column. 
 

a. QAA f. CPS 

b. mentor g. professional association 

c. in-house h. cross training 

d. educational benefits i. supervisor 

e. equal opportunity 

employer  

j. technical 

 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. Becoming a member of one is an excellent way of gaining educational 

skills or credentials. 
 

2. Very highly valued skills of office professionals.  

3. Many administrative assistants step into this position  

without formal training. 

 

4. A person in your profession who has experience and is prepared to 

nurture your career. 
 

5. Learning and performing the responsibilities of colleagues.  

6. A designation that identifies individuals as dedicated office 

professionals. 
 

7. Short, non-credit training courses offered by organizations.  

8. Many organizations are committed to this practice.  

9. Many organizations offer  to pay for all or part of the tuition for job-

related courses. 
 

10. The basic certification offered by the International Association of 

Administrative Professionals 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. The role of an administrative assistant is excellent training for a managerial position 

as he/she undertakes management responsibilities in his/her daily routine. List five 

(5) of these responsibilities. 

 

 

 

 

 

 

 

2. What does the term “polished individual” mean? 

 

 

 

 

 

 

3. List four (4) topics on which a mentor might advise you. 

 

 

 

 

 

 

 

4. To begin your path of professional development, what are five (5) ways to get 

started? 

 

 

 

 

 

 

5. What are the benefits of cross training to an employer? 
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ANSWERS TO TEST ITEM FILE       SECTION 2 

 

Introduction—A CAREER AS AN OFFICE PROFESSIONAL 

 

PART I: MULTIPLE-CHOICE 

 

1. d /p.1 2. b /p.3 3. a /p.1 4. a /p.3 5. b /p.3 

6. e /p.4 7. b /p.5 8. a /p.4 9. d /p.3 10. b /p.4 

11. c /p.3 12. a /p.5 13. c /p.5 14. b /p.5 15. e /p.5 

 

PART II: FILL-IN-THE-BLANK 

  

1.  management/manager /p.1 4.   Information Age /p.4  7.   personal  /p.5 

2.  flexible /p.2 5.   status /p.4  8.   commodity /p.11  

3.  self-discipline /p.2 6.   automated /p.4  9.   expert /p.13         

   10. professionals  /p.3         

 

PART III: MATCHING   

 

1. h. 3. b. 5. e.  7. i. 9. c. 

2. d. 4. j. 6. a. 8. f. 10. g. 

(all answers found on pages 4 and 6) 

 

PART IV: SHORT-ANSWER 

 

1.  p. 2-3 

     New attitude in the office—administrative assistant no longer a subordinate; 

     more specialized—administrative assistant considered full contributing team 

     team member; work hours more flexible—can choose work schedule. Technology 

removing routine tasks, and awareness of cultural and sensitivity 

 

2.  p. 4 

     Assists with managers personal life such as personal travel arrangements, 

     personal banking, and organizing personal social functions 

 

3.  p. 5 

     Needs to keep skills upgraded in order to progress and/or survive in their job 

 

4.  p. 3 

     Communications are faster, more global, and much higher skill level required to keep      

     pace and to be effective 

 

5.  p. 3 

     There may be fewer long-term jobs with benefits and retirement packages, but 

     will be more short-term work assignments 



Answers to Test Item File—Administrative Procedures for the Canadian Office  

Copyright © 2014 Pearson Canada Inc. 3-2 

Chapter 1—HUMAN RELATIONS 

 

PART I: MULTIPLE-CHOICE 

 

1. b 

p.11 

4. c 

p.10 

7.  b  

p.18    

10. a 

p.11 

13. c 

p.14 

2. b 

p.10 

5. a 

p.11 

8.   c  

p.19    

11. a 

p.18 

14. c 

p.14 

3. d 

p.12  

 

6. e 

p.12 

 

9.  

 

a  

p.15 

12. e 

p.24 

15. d 

p.21 

 

 

PART II: FILL-IN-THE-BLANK  

 

1. Impression/image 

10 

4. composure 

20 fig.1-4 

7. etiquette/manners 

24 

2. mental stress 

22 

5. updating 

21 

8. positive 

18 

3. code of ethics 

19 

6. politics 

19 

9. stress 

22 

    10. backstabber 

13 

 

PART III: MATCHING  

 

1. d 

20 

3. a 

15 

5. h 

13 

7. c 

21 

9. j 

21 

2. e 

17 

4. f 

12 

6. g 

21 

8. i 

12 

10. b 

18 

 

PART IV: SHORT-ANSWER 

 

1. p.10 

Refers to personal qualities one possesses that include strong interpersonal and 

communication skills, plus other self-management skills; 

Positive attitude; positive self image; strong team player  

2. p.13  

Bully; gossip; know-it-all; backstabber; blamer 
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Think about their positive attributes; say something positive about the person or 

situation they are discussing; do not put them down, but check facts; keep accurate 

record of what happens; ask them whose responsibility it was, to get to the heart of the 

problem 

3. p.14-15 

Thinks before one begins process; is ready to compromise; displays excellent people 

skills; is a good listener 

4. p. 15 

Be genuine; always give criticism in private; don’t sound threatening; focus on the 

problem, not the person 

5. p.15 

Welcome the criticism; listen carefully; focus on the problem, not the person 

criticizing; understand this can build relationships between you and the person 

criticizing 
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Chapter 2—Cultural Diversity and International Business Relations 

 

 

PART I: MULTIPLE-CHOICE 

 

1. c  

28 

4. a  

33 

7. d 

34 

10. b 

35 

13. b 

30 

2. a 

31 

5. a 

34 

8. a 

34 

11. c 

31 

14. c 

33 

3. d  

29 

6. d 

30 

9. c 

30 

12. a 

32 

15. b 

31 

 

 

PART II: FILL-IN-THE-BLANK  

 

1. multiculturalism 

28 

4. cross-cultural 

30 

7. European 

34 

2. equitable 

28 

5. diversity  

31 

8. differences 

30 

3. stereotyping  

29 

6. negotiations 

32 

9. standards  

28 

    10. co-workers 

31 

 

PART III: MATCHING  

 

1. f 

30 

3. a 

29 

5. i 

32 

7. g 

34 

9. j 

32 

2. b 

28 

4. c 

30 

6. e 

32 

8. d 

32 

10. h 

33 

 

 

PART IV: SHORT-ANSWER 

 

1. p. 33 

learn common greetings and responses, use simple English, speak slowly and 

enunciate, watch for blank stares, ask the listener to paraphrase, accept blame for 

misunderstandings, listen without interrupting, follow up in writing, observe non verbal 

messages 
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2. p. fairness and equality, hiring and promotional, new ideas are shared with varying 

perspectivtives, utilization of strengths, differences are harnessed. 

3. p. 35 

take time to learn a few courteous words in your visitor’s language, locate the client’s 

nearest consulate office, research what cultural attitudes exist, learn the preferred 

eating habits of your guest, consider internation differences in customs, be aware of 

body language, learn to pronounce names correctly, research national holidays, 

determine if physical space is important 

4. p. 29 

promotion of fair and inclusive workplace, free of discrimination, and advancement for 

visible minorities and aboriginal people 

5. p. 29 

ensure equal opportunity for individuals who may be victims of discrimination based 

on prohibited grounds such as gender, disability, or religion 
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Chapter 3—MANAGEMENT OF WORK, TIME, AND RESOURCES 

 

PART I: MULTIPLE-CHOICE 

1. a 

40 

4. c 

44 

7. a 

45 

10. b 

47 

13. d 

41 

2. c 

42 

5. d 

43 

8. c 

46 

11. d 

40 

14. e 

53 

3. d 

43 

6. b 

44 

9. b 

53 

12. d 

50 

15. c 

56 

 

PART II: FILL-IN-THE-BLANK  

1. similar 

48 

4. procrastination 

48 

7. coordinated/identi

cal 

51 

2. purge 

53 

5. compare 

53 

8. paper clips 

54 

3. relaxation 

48 

6. clean-desk 

53 

9. compose 

54 

    10. arrangements 

54 

 

PART III: MATCHING  

1. d 

52. 

3. h 

34. 

5. j 

55. 

7. i 

41 

9. b 

55. 

2. a 

41. 

4. g 

54. 

6. c 

44/58. 

8. f 

54. 

10. e 

50. 

 

PART IV: SHORT-ANSWER 

 

1. 
p. 45 

Organizational chart; employees roles; dress code; policies re vacations; company 

Objectives; schedule of work hours, breaks, etc. 

2. 
p. 42 

Organize work area so it is less accessible to co-workers for socializing; try moving 

extra chairs away from your desk 

3. 
p. 48 

Ask yourself what is the worst thing that can happen while you perform the task; divide 

tasks into smaller sections that will appear easier to accomplish. 
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4. 
p. 53 

Purge unnecessary items on a regular basis; plan several hours to de-clutter; maintain a 

clean-desk policy/arrange for a paper shredder for discarding regularly; use one 

calendar for all appointments 

5. 
p. 52-53 

Label supply shelves; make sure one person is responsible for controlling and ordering 

supplies; develop a requisition form; keep list of items ordered on a regular basis 
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Chapter 4—REFERENCE SOURCES 

 

PART I: MULTIPLE-CHOICE 

 

1. c 

63 

4. e 

64 

7. b 

64 

10. d 

65 

13. e 

67 

2. a 

63 

5. c 

64 

8. b 

64 

11. e 

66 

14. a 

69 

3. b 

61 

6. d 

64 

9. a 

64 

12. a 

62/ 

63 

15. b 

67 

 

PART II: FILL-IN-THE-BLANK  

 

1. virtual 

61 

4. indexes 

66 

7. resource 

70 

2. interlibrary 

63 

5. government 

67 

8. copyright 

69 

3. biographical 

64 

6. Internet 

67 

9. Robert’s Rules 

of Order 

65 

    10. biographies 

64 

 

PART III: MATCHING  

 

1. f 

64 

3. j 

64 

5. a 

64 

7. i 

63 

9. g 

65 

2. e 

64 

4. b 

67 

6. c 

67 

8. d 

64 

10. h 

65 

 

 

PART IV: SHORT-ANSWER 

 

1. p. 70/71 

assists office staff to perform work correctly and efficiently 

2. p. 71 

must be current, well organized, and easy to follow 
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3. p. 63 

online materials are more cost effective as they can be updated more easily/online are 

more environmentally friendly/online takes less time to research and track 

4. p. 60 

administrative assistants must use information from various sources, and it must be 

current and accurate, as well as easy to access. 

5. p. 68 

using information and ideas from others without giving them credit for their work 
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Chapter 5—ORGANIZATION STRUCTURE AND OFFICE LAYOUT 

 

PART I: MULTIPLE-CHOICE 

  1 .  

 

b 

76 

4. d 

76 

7. e 

77 

10. c 

74 

13. b 

76 fig.5-2 

2. a 

76 

5. e 

76/ 

77 

8. a 

78 

11. b 

81 

14. c 

81 

3. e 

78 

6. c 

78 

9. d 

80 

12. c 

74 

15. a 

82 

 

PART II: FILL-IN-THE-BLANK  

 

1. organization chart 

76 

4. command 

76 

7. authority 

76 

2. line 

76 

5. circular 

78 

8. narrower 

80 

3. landscaped 

79 

6. advisors 

76 

9. keying 

82 

    10. posture 

82 

 

PART III: MATCHING  

 

1. b 

81 

3. i 

80 

5. a 

77 

7. e 

80 

9. c 

81 

2. g 

78 

4. f 

81 

6. d 

77 

8. j 

80 

10. h 

79 

 

PART IV: SHORT-ANSWER 

 

1. p.79 

Need for better work and communication flow; better and more flexible use of space; 

improved ventilation and lighting, and a cooperative environment (attractive 

environment improved employee morale) 

2. p.82 

Relax; use a light touch; shift position frequently; fingers, wrists, and forearms should 

be in a straight line; adjustable keyboard tray 
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3. p. 78 

A natural grouping of individuals according to personality preferences and interests 

4. p.78 

Purchasing, production, and sales ; or marketing, engineering, and production 

5. p. 80 

To maintain employee morale and productivity 
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Chapter 6—OFFICE TECHNOLOGY 

 

PART I: MULTIPLE-CHOICE 

 

1. d 

88/ 

89 

4. b 

94 

7. a 

88 

10. b 

92 

13. e 

90 

2. c 

91 

5. a 

86/ 

87 

8. e 

98 

11. d 

95 

14. a 

95/ 

96 

3. c 

88 

6. d 

94 

9. d 

92 

12. a 

90 

15. b 

90 

 

PART II: FILL-IN-THE-BLANK  

 

1. network 

91 

4. external 

90 

7. source 

93 

2. laptop/tablet 

87 

5. modem 

90 

8. backup 

94 

3. PDA 

88 

6. voice mail 

99 

9. Bluetooth 

91 

    10. Wide area networks 

p91 

 

PART III: MATCHING  

 

1. g 

88 

3. d 

 

99 

5. i 

89 

7. j 

91 

9. a 

92 

2. c 

90 

4. b 

90 

6. h 

90 

8. f 

92 

10. e 

92 

 

PART IV: SHORT-ANSWER 

 

1. p. 88 

input is external information provided for the computer in a form it can understand 

output is various means of retrieving information such as a video display terminal or a 

printer 
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2. p. 86 

insufficient training of staff; budget constraints for training; lack of time to learn 

3. p. 88 

remote access to computer; videoconferencing; full qwerty keyboard; wireless e-mail 

and internet; built in GPS; international data roam capabilities 

4. p. 101/102 

survey users to determine needs; find the right vendor; find the right service provider; 

find the right price 

5. p. 103 

warranty should be minimum of one year; parts are available within 24 hours; on-call 

emergency service; routine service calls provided 
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Chapter 7—Web-Based Tools and Security 

 

 

PART I: MULTIPLE-CHOICE 

 

1. a 

107 

4. e 

107 

7. d  

113 

10. a  

113 

13. a 

114 

2. c  

108 

5. b  

110 

8. b  

108 

11. c 

111 

14. b 

109 

3. b  

109 

6. b 

113 

9. e 

107 

12. c 

112 

15. b 

113 

 

(** Part I #15 and all of Part II are missing from the student test.) 

 

PART II: FILL-IN-THE-BLANK  

 

1. dial-up 

107 

4. web 2.0 

109 

7. web authoring 

109 

2. world wide web 

106 

5. social media  

109 

8. podcast  

227 

3. intranet  

108 

6. wikis 

109 

9. hacking  

110 

    10. cache 

114 

 

PART III: MATCHING  

 

1. g 

112 

3. e 

108 

5. b 

114 

7. d 

111 

9. a 

112 

2. c 

110 

4. f 

112 

6. j 

110 

8. I 

111 

10. h 

110 

 

 

PART IV: SHORT-ANSWER 

 

1. p. 111 

send out reminders, set up and check early, do a roll call to make sure all members are 

there, review the agenda, collect feedback, follow up and use feedback 
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2. p. 111 

Adobe Dreamweaver, Web Studio and Photoshop 

3. p. 108 

Google, Bing, Yahoo, AOL, Dogpile 

4. p. 108 

intranets are used as a private company network 

extranets can be used within the company as well as those outside of the company 

5. p. 112 

computer virus, worms and trojans, hacking, malware, phishing, spam, bluejacking, 

cookies, mousetrap, page-jacking, pharming 
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Chapter 8—INCOMING AND OUTGOING MAIL 

 

PART I: MULTIPLE-CHOICE 

1. b 

118 

4. b 

132 

7. a 

132 

10. c 

132 

13. b 

136 

2. c 

121 

5. d 

136 

8. c 

126 

11. a 

134 

14. d 

145 

3. a 

123 

6. a 

123 

9. e 

123 

12. a 

134 

15. c 

146 

 

PART II: FILL-IN-THE-BLANK  

1. bulletin boards 

121 

4. packing slip; invoice 

129 

7. dangerous goods 

137 

2. confidentiality 

123 

5. routing/circulation 

slip 

129 

8. two-letter 

139 

3. annotating 

126 

6. date stamped 

126 

9. cancelling mail 

145 

    10. epost 

123 

 

PART III: MATCHING  

 

1. f 

118 

3. j 

135 

5. b 

138 

7. d 

136 

9. a 

147 

2. e 

134 

4. h 

138 

6. g 

134 

8. c 

137 

10. i 

136 

 

PART IV: SHORT-ANSWER 

 

1. p. 148 

To protect security of computers from viruses, etc.; maintaining companies 

professional reputation; preventing employee disclosure of confidential information; 

improving employee productivity 

2. p. 125 

Manager’s personal mail; items marked Confidential, Personal, or Private; mail 

specifically addressed to another employee 
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3. p. 125 

Reseal the envelope with transparent tape; write “Opened by mistake” and your initials; 

and distribute or forward the letter to the addressee. 

4. p. 145 

More efficient; they electronically weigh, meter, and seal mail; can purchase postage 

and reset meter at place of business at any time over the phone using a code 

5. p. 120-121 

Learn all features of e-mail; identify subject clearly and concisely; write precise and 

clear messages; avoid bold, italics, etc.; do not use special formatting as it is not 

universal and may be garbled; proofread for accuracy; never forward confidential e-

mail to others; never show anger or high emotions in e-mail  
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Chapter 9—Project Management 

 

 

PART I: MULTIPLE-CHOICE 

 

1. b 

152 

4. 

 

c 

155 

7. d 

156 

10. a 

152 

13. a 

154 

2. c  

153/ 

154 

5. a 

157 

8. b 

156 

11. a 

152 

14. b 

154 

3. a 

155 

6. c 

157 

9. c 

157 

12. c 

154 

15. e 

157 

 

PART II: FILL-IN-THE-BLANK  

 

1. projects 

152 

4. planning 

154 

7. project 

159 

2. concluding 

152 

5. execution  

154 

8. postproject 

154 

3. Project assistant 

(PA) 

153 

6. motivation 

156 

9. attitude  

155 

    10. collaborative 

158 

 

PART III: MATCHING  

 

1. i 

152 

3. a 

157 

5. h 

157 

7. e 

159 

9. c 

154 

2. f 

154 

4. d 

157 

6. b 

156 

8. g 

154 

10. j 

157 

 

PART IV: SHORT-ANSWER 

 

1. p. 156-157 

certified associate in project management (CAPM), project management professional 

(PMP), project mangement professional (PgMP), PMI agile certified practitioner (PMI-

ACP), PMI risk management professional (PMI-RMP), PMI scheduling professional 

(PMI-SP) 
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2. p. 154 

initiation, planning, execution, control and concluding 

3. p. 155 

communication, organization, competent, integrity, delegation, enthusiasm, visionary, 

team building, problem solving, flexible 

4. p. 155 

assist in the development of the project work plan, compose, edit and revise 

documents, produce materials, prepare minutes of team meetings, arrange 

appointments, maintain office systems, collect financial, statistical and data, solve 

complex problems, provide logistical support 

5. p. 112 

define the problem, identify alternatives, avoid blaming, be creative, try different 

approaches 
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Chapter 10—INFORMATION MANAGEMENT—Finding Test Answers 

 

 

ANSWERS FOR FINDING TEST NO. 1 

 

1. 62  11. 59  21. 27 

2. 52  12. 22  22. 61 

3. 4  13. 48  23. 44 

4. 17  14. 64  24. 65 

5. 45  15. 69  25. 34 

6. 38  16. 43    

7. 30  17. 23    

8. 67  18. 50    

9. 21  19. 60    

10. 5  20. 19    

 

 

ANSWERS FOR FINDING TEST NO. 2 

 

1. 103  11. 82  21. 41 

2. 95  12. 101  22. 57 

3. 40  13. 77  23. 87 

4. 74  14. 76  24. 56 

5. 12  15. 58  25. 37 

6. 94  16. 88    

7. 72  17. 90    

8. 49  18. 96    

9. 108  19. 80    

10. 92  20. 70    
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Chapter 10—INFORMATION MANAGEMENT 

 

 

PART I: MULTIPLE-CHOICE 

 

1. d 

163 

4. a 

163 

7. c 

172 

10. e 

176 

13. a 

177 

2. b 

164 

5. b 

167 

8. d 

170 

11. b 

177 

14. d 

185 

3. c 

164 

6. e 

164 

9. b 

174 

12. c 

177 

15. b 

186 

 

 

PART II: FILL-IN-THE-BLANK  

 

1. information management 

162 

4. directory 

168 

7. folder 

168 

2. front 

165 

5. guide 

170 

8. overcrowded 

176 

3. charge-out 

167 

6. frequently177 9. programs 

188 

    10. rules 

177 

 

PART III: MATCHING  

 

1. f 

171 

3. j 

165 

5. g 

173 

7. c 

173 

9. h 

177 

2. d 

166 

4. a 

164 

6. i 

175 

8. b 

176 

10. e 

165 

 

 

PART IV: SHORT-ANSWER 

 

1. p. 166 

Use of a woman’s maiden name and married name. 

File under name she uses most often.  Under the second name, mark “see….referring to 

the name on the primary file.    
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2. p. 168 

Colour helps to organize; ease of identification and can see quickly if items are 

misfiled. 

3. p. 169 

Documents take up much less space; no large and awkward metal filing cabinets 

4. p. 170 

Documents are easily accessible to many people which could affect security and 

confidentiality; ease of others with access to make copies and/or refile incorrectly 

5. p. 188 

confidentiality of personal information, security of equipment, validity of information, 

disposal of records, improper use of personal identification numbers,  
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Chapter 11—FRONT-LINE RECEPTION 

 

 

PART I: MULTIPLE-CHOICE 

 

1. c 

197 

5. b 

201 

9. d 

211 

13. a 

214 

2. d 

216 

6. c 

197 

10. c 

203 

14. a 

208 

3. c 

208 

7. b 

200/201 

11. e 

208 

15. c 

203 

4. b 

201 

8. a. 12. d 

214 

  

 

PART II: FILL-IN-THE-BLANK  

 

1. first/second ring 

199 

4. six 

205 

7. to-do. contact, and invitation 

lists 

209 

2. 1 

205 

5. two 

208 

8. diplomatic 

211 

3. forward 

205 

6. pencil 

210 

9. 24 

205 

    10. personal 

218 

 

PART III: MATCHING  

 

1. i  

202 

3. a 

204 

5. h  

199 

7. e  

208 

9. d  

210 

2. f 

200 

4. j  

199 

6. g  

217 

8. c  

218 

10. b  

216 

 

PART IV: SHORT-ANSWER 

 

1. p. 195-196 

Answer the telephone with an upbeat greeting; set up a conference call; store and 

forward faxes; forward calls; respond to simple verbal commands   



Answers to Test Item File—Administrative Procedures for the Canadian Office  

Copyright © 2014 Pearson Canada Inc. 3-24 

2. p. 186 

Speaking clearly; using correct grammar; listening actively 

3. p. 200 

Date and time of call; complete name of caller; telephone number with area code; name 

of business that the caller represents 

4. p. 203 

Assemble materials you need to reference; jot down questions and comments you want 

to ask; check number and name of caller 

5. p. 209 

Need to back up electronic calendar with paper calendar in event of computer 

breakdown or lack of access, e.g. at a meeting without a laptop; many people are 

remiss at  keeping electronic calendars up-to-date which is frustrating for receptionist 

making appointments 
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Chapter 12—TRAVEL ARRANGEMENTS 

 

 

PART I: MULTIPLE-CHOICE 

 

1. e  

223/ 

224 

4. c  

232 

7. b  

222 

10. b  

226 

13. b  

224 

2. c  

226 

5. b  

228 

8. c  

230 

11. d  

234 

14. a  

225 

3. a  

226 

6. c  

227 

9. c  

231 

12. d  

236 

15. c  

225 

 

 

PART II: FILL-IN-THE-BLANK  

 

1. commuter  

227 

4. reconfirmation  

228 

7. five or ten 

230 

2. security  

231 

5. baggage  

231 

8. sufficient  

227 

3. open  

228 

6. shuttle  

228 

9. frills  

228 

    10. written confirmation 

229 

 

PART III: MATCHING  

 

1. c 

229 

3. a 

229 

5. j 

234 

7. b 

230 

9. e 

232 

2. h 

230 

4. f 

225 

6. i 

232 

8. d 

237 

10. g 

232 

 

 

PART IV: SHORT-ANSWER 

 

1. p. 227 

It is considered more prestigious; provides greater comfort such as wider seats; more 

leg room; more working room  
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2. p. 225 

Destination; intermediate stops if any; exact dates of departure and return; dates and 

times of first appointment at destination to allow sufficient timing; preferred times of 

day for travel; preferred methods of travel; type of service preferred; preferred service 

provider (e.g. airline); preferred seat selection; special accommodations required 

3. p. 230 

Complete application form; original document proving citizenship e.g., birth 

certificate);  two identical photographs taken in the past 12 months; photos and form 

certified by a guarantor; two references; name and address of contact person in event of 

emergency 

4. p. 234 

Checking tickets; obtaining money for trip if requested; preparing itinerary; assembling 

any files or materials required on trip; new business cards if required; instructions 

responsibilities during manager’s absence 

5. p. 228 

To eliminate confusion between a.m. and p.m. 
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Chapter 13—MEETINGS AND CONFERENCES 

 

 

PART I: MULTIPLE-CHOICE 

 

1. c 

245 

4. e 

246 

7. b 

251 

10. c 

258 

13. c 

264 

2. a 

245 

5. b 

247 

8. e 

252 

11. d 

259 

14. d 

265 

3. a 

245 

6. e 

251 

9. a 

252 

12. d 

262 

15. e 

262 

 

 

PART II: FILL-IN-THE-BLANK  

 

1. time consuming 

245 

4. seconded 

252 

7. laptop 

250 

2. verbatim 

249 

5. house/ground rules 

257 

8. authority 

254 

3. costs and food 

preferences 

248 

6. dynamics 

261 

9. online (in) real time 

263 

    10. introduce 

263 

 

PART III: MATCHING  

 

1. b 

259 

3. j 

251 

5. e 

247 

7. c 

246 

9. f 

251 

2. g 

258 

4. d 

252 

6. a 

255 

8. i 

258/ 

259 

10. h 

262 

 

 

PART IV: SHORT-ANSWER 

 

1. p. 250 & 251 

Study minutes of previous meetings to become familiar with format; create a template  

with as much information as possible; sit near chairperson so as to assist one another; 

ask for a copy of all materials to be discussed; arrange a signal to use when you need 
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assistance; record name of group, date, time, and place of meeting; write name of 

person making and seconding motions;  get exact wording from participants  

2. p. 250 

Minutes can be preformatted and filled in during meeting when taking notes; it can be 

used for presentations; it can be connected online to office network, or to Internet if 

necessary for information 

3. p. 257 

Participants perform best when energy is high--which can be  provided by beverages 

and food. 

4. p. 257 

This follows the concept of equal participation; each member’s input is considered to 

be significant 

5. p. 263 

Teleconferences use ordinary telephone lines to bring together three or more people at 

various locations while videoconferences use computer or television monitors to see 

and hear one another through images over satellite or special telephone lines. 
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Chapter 14—BUSINESS COMMUNICATION 

 

 

PART I: MULTIPLE-CHOICE 

 

1. b  

272 

4. c  

273 

7. d  

272 

10. c  

283 

13. d  

302 

  

2. a  

275 

5. d  

273 

8. b  

281 

11. b  

287 

14. a  

293 

  

3. e  

281 

6. b  

276 

9. a  

282 

12. c  

290 

15. a  

278 

  

 

PART II: FILL-IN-THE-BLANK  

 

1. audience 

277 

4. qualified 

277 

7. double space 

289 

2. only one 

294 

5. timeliness 

283 

8. organization 

295 

3. courtesy 

280 

6. acknowledgement 

287 

9. memorandum 

293 

    10. business letter 

277 

 

PART III: MATCHING  

 

1. d  

271 

3. i  

299 

5. c  

277 

7. g  

272 

9. h  

305 

2. j  

287 & 

309 

4. a  

299 

6. f  

310 

8. e  

277 

10. b  

275 

 

PART IV: SHORT-ANSWER 

 

1. p. 272 

Give full attention to person speaking; become aware of your own listening barriers; let 

the speaker finish before you begin to speak; actively listen to what they are saying; 

paraphrase information; listen for key ideas 
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2. p. 288/289 

Full block—every line aligns at left margin 

Modified block—dateline and complimentary close keyed to eight of centre 

3. p. 294 

Introduction; presentation of facts; summary 

4. p. 273 

Know topic inside and out; prepare excellent visual aids; psych yourself up ; don’t rush 

to presentation—give plenty of time to get ready  

5. p. 273 

“I have observed you have been late for the last ….meetings.  When you are late I feel 

disappointed because your input at the meetings is valuable.” 
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Chapter 15—OFFICE COMMERCE AND KEEPING RECORDS 

 

PART I: MULTIPLE-CHOICE 

 

1. b  

308 

4. c  

310 

7. a  

313 

314 

10. e  

315 

316 

13. a 

318 

2. a  

308 

5. a  

313 

8. d  

315 

11. b  

318 

14. a  

319 

3. d  

310 

6. c  

311 

9. c  

315 

12. a  

318 

15. c  

319 

 

 

PART II: FILL-IN-THE-BLANK  

 

1. EFT (electronic funds 

transfer)  

308 

4. encryption  

309 

7. privacy  

309 

2. spam  

309 

5. direct payroll deposit  

310 

8. virus checkers  

317 

3. Internet  

309 

6. consistent   

316 

9. accounted  

319 

    10. ethics 

322 

 

 

PART III: MATCHING  

 

1. d  

311 

3. h  

316 

5. b  

311 

7. c  

315 

9. a  

323 

2. f  

322 

4. e  

311 

6. j  

310 

8. i  

312 

10. g  

312 

 

 

PART IV: SHORT-ANSWER 

 

1. p. 313-314 

It is a safety measure taken if a cheque is lost or stolen, when it has the incorrect 

amount, or if conditions of the agreement have not been met. 
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2. p. 317-318 

Current bank statement and cancelled cheques; bank reconciliation statement for the 

previous month; duplicate deposit slips for deposits since the last one listed on the 

previous reconciliation statement; the chequebook or cheque register 

3. p. 309 

Web banking provides easy management of banking transactions on-line. 

4. p. 319-320 

Keep cash and completed vouchers in a secure place (locked desk or safe);  prepare a 

voucher for each cash expenditure; keep an accurate petty cash record; keep an 

adequate supply of cash on hand; replenish the fund to maintain sufficient cash balance 

5. p. 309 

To address issue of unsolicited messages; to review laws and regulations that will 

reduce and control spam, protecting organizations and consumers who use e-commerce 

for legitimate business purposes 
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Chapter 16—EMPLOYMENT STRATEGIES 

 

PART I: MULTIPLE-CHOICE 

 

1. c   

332 

4. a   

335 

7. a   

343 

10. d   

353 

13. c   

348 

  

2. a   

332 

5. d   

336 

8. b   

345 

11. a   

347 

14. a   

338 

  

3. b   

333 

6. c   

341 

9. a   

358 

12. b   

329 

15. a   

336 

  

 

PART II: FILL-IN-THE-BLANK  

 

1. personality /skills  

327 

4. network  

329 

7. references  

341 

2. maximize  

327 

5. Work History/ 

Experience  

336 

8. dry run  

347 

3. advertised  

332 

6. inconsistent  

340 

9. research/ 

preparation  

347 

10. employment 

333 

    

 

PART III: MATCHING  

 

1. c   

331 

3. f   

333 

5. d   

333 

7. i   

329 

9. a   

331 

2. g   

332 

4. b   

360 

6. c   

346 

8. j   

358 

10. h   

336 

 

PART IV: SHORT-ANSWER 

 

1. p. 336 

Who you are; the type of job you are seeking; the qualifications you have to offer; the 

experience you have to offer 

2. p. 336 

To obtain an interview 
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3. p. 342 

Research the internet by city and/or business name; check with a career counselor at 

your college for leads elsewhere; check other city newspapers in the library for job ads, 

etc.; check the Chamber of Commerce in the desired city or area. 

4. p. 331 

Be a good listener; choose a corporate mentor; never miss an opportunity to meet new 

people; make yourself visible; have a telephone answering machine 

5. p. 331 

They maintain lists of employers with available positions; they offer résumé assistance; 

they provide campus interviews for businesses; they offer personal guidance for job 

search 
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Chapter 17—PROFESSIONAL DEVELOPMENT 

 

 

PART I: MULTIPLE-CHOICE 

 

1. b   

369 

4. c   

368 

7. b   

373 

10. e   

371 

13. b   

375 

2. e   

366 

5. a   

370 

8. e   

373 

11. d   

372 

14. d   

371 & 372 

3. b   

367 

6. b   

371 

9. c   

374 

12. c   

373 

15. b   

365 

 

 

PART II: FILL-IN-THE-BLANK  

 

1. supervisory 

372 

4. successful 

367 

7. career 

368 

2. discrimination 

367 

5. goal 

367 

8. stereotype 

365 

3. responsibilities 

366 & 367 

6. opportunities 

368 

9. recession 

368 

    10. diplomacy 

374 

 

 

PART III: MATCHING  

 

1. g   

368 

3. i   

372 

5. h   

371 & 372 

7. c   

368 

9. d   

368 

2. j   

371 

4. b   

367 

6. a   

368 

8. e   

367 

10. f   

369 

 

PART IV: SHORT-ANSWER 

 

1. p. 373 & 374 

Manager of communications; manager of crises; manager of records and information; 

manager of PR; manager of planning; manager of policies and procedures; manager of 

inventory   
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2. p. 366 

A polished individual has a professional appearance and communication style. 

3. p. 367 

How the organization works; how information flows in the office; with whom to 

associate; how to avoid conflict 

4. p. 375 

Subscribe to professional magazines; read office bulletins and newsletters to keep up to 

date on corporate affairs; keep abreast of new technology; volunteer as committee 

member or chairperson for special events; offer to work on special tasks forces 

5. p. 371 & 372 

When an employ is absent another can fill in easily; cross-trained individuals are 

generally more knowledgeable, more interesting, and happier employees 
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SECTION 3  – ADDITIONAL SUPPLEMENTARY CHAPTERS 
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Student’s Name: ______________________ 

 

Chapter 2—Cultural Diversity and International Business Relations 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. Multiculturalism encompasses 

 

a. acceptance and standards. 

b. ensures equal opportunities for individuals. 

c. the integration and acceptance of multiple cultures. 

d. protections against discrimination. 

e. challenges in the workplace. 

 

2. Cross-cultural awareness involves 

 

a. becoming more self aware. 

b. clarity. 

c. obligation of employers. 

d. woman in the workplace. 

e. community activism. 

 

3. One of the goals of the Canadian Human Rights Act 

 

a. understanding time management in other cultures. 

b. utilization of strengths. 

c. work etiquette. 

d. ensure equal opportunity. 

e. policies and standards for cultural diversity. 

 

4. When faced with barriers to interpersonal communication in the global market 

 

a. learn common greetings and responses. 

b. share new ideas and perspectives. 

c. differences are made to work. 

d. avoid generalizing. 

e. remember simple things. 
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5. If considering work in a foreign country you can contact 

 

a. Department of Foreign Affairs and International Trade Canada. 

b. International Trade Canada. 

c. International Travel Committee. 

d. Canadian Human Rights Committee. 

e. Human Resource and Development Canada. 

 

6. The duty to accommodate provision ensures 

 

a. for flextime in the workplace. 

b. develops cultural awareness. 

c. promotes diversity. 

d. measures to eliminate barriers 

e. avoids stereotyping.   

 

7. The term culture shock can be described as 

 

a.  response to traveling to another country. 

b.  response to sharing of traditions. 

c.  reaction to leaving home to travel . 

d.  response physical and/or emotional to a new culture. 

e.  response to jet lag. 

 

8. Which of the following statements is correct? 

 

a. work etiquette involves knowing how to introduce yourself and address others. 

b. work etiquette involves normal reactions to relocation. 

c. work etiquette involves learning about workplace legislation. 

d. work etiquette involves experimenting with new foods at work gathering. 

e. work etiquette involves hosting international visitors. 

 

9. Culture refers to 

 

a. acceptance and respect for others. 

b. acceptance of regulations and privacy. 

c. acceptance of shared values, beliefs, morals and standards. 

d. acceptance of stereotypes. 

e. acceptance of the benefits surrounding diversity 
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10. When hosting international visitors the administrative assistant should: 

 

a. learn about expectations in term of work commitment. 

b. learn about the preferred eating habits of the country. 

c. learn to be responsive. 

d. learn to be flexible. 

e. learn about being positive and enthusiastic. 

 

11. Diversity in the workplace and the benefits it encompasses include one of the 

following: 

 

a. being more self aware. 

b. being positive and enthusiastic. 

c. being able to ask questions. 

d. being aware of fairness and equality. 

e. being able to observe nonverbal messages. 

 

12. The essence of time management involves: 

 

a. organizing and sequencing of tasks. 

b. organizing and commencing tasks. 

c. organizing and ending tasks. 

d. organizing and arranging tasks. 

e. organizing and assigning tasks. 

 

13. In order to ensure equity in the Canadian workplace, a variety of protective standards 

have been established under the: 

 

a. Privacy and Security Act. 

b. Employment Standards Act. 

c. Freedom of Information Act. 

d. Employment Privacy Act. 

e. Freedom and Privacy Act. 

 

14. To keep track of International clients time zones you can use an online tool such as: 

 

a. time keeper. 

b. world time. 

c. global clock. 

d. time manager. 

e. world clock. 
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15. Cultural competence can be developed at both the professional and this level: 

 

a. ethical. 

b. social. 

c. intellectual. 

d. work. 

e. academic. 

 

PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each of the following statements by writing the          

appropriate word(s) in the blank(s) provided. 

 

1. Today ______________is a key element of Canadian national identity.   

 

2. Canada is committed to ensure ________________ and fair treatment for all 

citizens. 

 

3. Discrimination in the workplace stems from_________________. 

 

4. Moreover, ______________ competence involves more than obtaining cultural       

information. 

 

5. There are significant advantages to ________________ in the workplace. 

 

6. Contract ________________ may also need to be approached differently when 

performed on a global scale. 

 

7. Face-to-face communications is highly values in __________________countries.   

 

8. Developing an understanding of cultural _______________will ensure you will be 

productive and a contributing member of your organization. 

 

9. Policies and ___________are important in Canada for encouraging cultural 

integration in the workplace and society. 

 

10. Your willingness to work together will be apparent and your ________________will 

appreciate your cooperative approach. 

 

Word Bank 

negotiations multiculturalism differences 

stereotyping diversity cross-cultural 

standards equitable co-workers 

European   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table below, and write the corresponding letter in the right-hand column. 

 

 

a. stereotype f. culture 

b. diversity g. passport 

c. employment equity h. personal 

d. equity i. negotiations 

e. differences j. performance 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. refers to a system of shared values, beliefs, morals and social 

standards 
 

2. encompasses acceptance and respect for others  

3. are standardized and simplified conceptions of groups based on prior 

assumptions 
 

4. a key element of this law is the duty to accommodate  

5. may need to be approached differently on a global scale  

6. can be harnessed and made to work for the organization in a positive 

way 
 

7. you will need this before working abroad  

8. can be achieved by having open lines of communication  

9. these policies are based on qualifications  

10. examples of nonverbal messages are the use of this space and eye 

contact 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1.   List three (3) guidelines to practice for better international communication. 

 

 

 

 

 

 

2.   List four (4) benefits of diversity. 

 

 

 

 

 

 

 

3.   What are three (3) important things to remember when hosting international visitors? 

 

 

 

 

 

 

 

4.   What are two the purposes of the Racism-Free Workplace strategy? 

 

 

 

 

 

 

 

5.   Discuss two goals of the Canadian Human Rights Act.  
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Student’s Name: ______________________ 

 

Chapter 7—Web-Based Tools and Security 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. In this changing environment the office professional must also keep pace with the 

benefits and opportunities 

 

a. offered by the internet. 

b. offered by a co-worker. 

c. offered by a manager. 

d. offered by cable. 

e. offered by satellite. 

 

2. An extranet provides various levels of accessibility to outsiders.  Commonly a user 

can access the extranet if they 

 

a. only work within the organization. 

b. have a wireless connection. 

c. have a valid username and password. 

d. use a fibre optic cable. 

e. use web conferencing software. 

 

3. A blog can best be described as a 

 

a. collaborative website for users to add and modify. 

b. journal available on the web. 

c. web-based tool that encourages exchange of information by users. 

d. private computer network. 

e. broadband connectivity. 

 

4. Your ISP will offer a variety of ways to connect. ISP stands for: 

 

a. internet source provider. 

b. international service provider. 

c. internet subscriber protocol. 

d. internet security professional. 

e. internet service provider. 
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5. Developed by Microsoft this online database allows for document storage and shared 

throughout an organization 

 

a. slide share. 

b. SharePoint. 

c. Live Meeting. 

d. Quick response. 

e. Social media. 

 

6. Some of the security risks involved when using the internet include: 

 

a. antiviral programs. 

b. computer viruses. 

c. firewall. 

d. encryption. 

e. cache. 

 

7. These programs can prevent, detect, and immobilize potential threats such as viruses 

or spyware 

 

a. bluejacking. 

b. spam. 

c. malware. 

d. antiviral. 

e. pharming. 

 

8. A search engine enables the users to 

 

a. locate intranets. 

b. locate information online. 

c. create a podcast. 

d. conduct a webinar. 

e. maintain internet security. 

 

9. By using a cable modem it permits the user to access broadband internet over this 

service 

 

a. telephone line 

b. dial-up connection. 

c. satellite. 

d. wireless fidelity. 

e. TV line. 



Answers to Test Item File—Administrative Procedures for the Canadian Office  

Copyright © 2014 Pearson Canada Inc. 3-10 

10. A password can ensure privacy and security on a computer network. It is 

recommended you practice the following recommendation to ensure security 

 

a. change your password frequently, since this reduces the opportunity for 

detection. 

b. use short, easy to remember passwords. 

c. write your password down so they you can access them easily. 

d. tell a colleague your password so that they can assist you if you lose it. 

e. avoid choosing a password that requires upper and lower case characters. 

 

11. A mashup is described as 

 

a. a social media tool 

b. the number of visitors to a website 

c. use of two or more sources to create a new graphic 

d. a term used to describe a popular video 

e. how many viewed the same article or link 

 

12. Software used to disrupt computer operations or gather sensitive information 

 

a. phishing 

b. worm 

c. malware 

d. pharming 

e. worm 

 

13. Software that can scramble data to make it unreadable if intercepted 

  

a. encryption 

b. site advisor 

c. pagejack 

d. mousetrap 

e. hacking 

 

14. Distinguishes social media from ordinary websites 

 

a. user friendly 

b. user generated 

c. content manager 

d. business offers 

e. extranet 

 

(Missing: #15, Part II) 
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table below, and write the corresponding letter in the right-hand column. 

 

 

a. phishing f. spam 

b. firewall g. webinar 

c. Live meeting h. Quick response code (QR) 

d. hashtag i. RSS (real simple 

syndication) 

e. satellite j. webcast 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. a seminar delivered over the web, and its strategic application is often 

used for marketing and training 
 

2. tool can be used to conduct meetings with a facilitator who has the 

ability to share his/her own desktop image or to have attendees share 

theirs. 

 

3. object orbits the earth transmitting a two-way digital signal  

4. use of electronic messaging system to send unsolicited bulk messages  

5. hardware or software to control network traffic  

6. browser based and requires no additional software to download  

7. a word or string of words that start with a number sign, usually used 

with Twitter 
 

8. also called web feed; a personal delivery system for new contact from 

several places 
 

9. the practice of fraudulently attempting to secure information  

10. Software that allows camera equipped mobile devices to read and 

scan special bar codes 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List four (4) tips for hosting a successful webinar. 

 

 

 

 

 

 

2.   Provide two (2) examples of web authoring tools. 

 

 

 

 

 

 

 

3.   List four (4) common search engines 

 

 

 

 

 

 

 

4.   What is the difference between an intranet and an extranet? 

 

 

 

 

 

 

 

5.   List four (4) security risks that may threaten your computer. 
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Student’s Name: ______________________ 

 

Chapter 9—Project Management 

 

 

PART I: MULTIPLE-CHOICE 

 

Instructions: Circle the corresponding letter for the most appropriate answer. 

 

1. A project is defined as 

 

a. work assigned to you by your manager. 

b. temporary having a defined beginning and ending. 

c. essential tools required to meet assigned objective. 

d. demands a large investment of time. 

e. promised outcomes. 

 

2. How many recognized phases exist in project management? 

 

a. three. 

b. six. 

c. five. 

d. four. 

e. two. 

 

3. To effectively lead a team a project manager must: 

 

a. provide training and coaching where needed. 

b. develop a meeting plan. 

c. arrange a suppliers plan. 

d. develop a risk plan. 

e. provide logistical support. 

 

4. To ensure the project stays on track the manager must: 

 

a. check the budget frequently. 

b. be influenced. 

c. provide leadership. 

d. work with the supplier plan. 

e. set the baseline. 
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5. Critical or central to arriving at some determination in project management is 

described as 

 

a. key. 

b. motivation. 

c. reliable. 

d. dependable. 

e. essential. 

 

6. Any measurable, tangible, and verifiable item that must be produced to complete the 

project: 

 

a. chain. 

b. deficiency. 

c. deliverable. 

d. execution. 

e. planning. 

 

7. This entry level certification is for someone who is new to project management 

 

a. project management professional. 

b. risk management professional. 

c. scheduling professional. 

d. certified associate of project management. 

e. agile certified practitioner. 

 

8. This tool can take data from different sources and make it available in one place 

 

a. individual. 

b. integrated. 

c. collaborative. 

d. web-based. 

e. desk top. 

 

9. The obtaining under contract of supplies and services to meet the needs of a project 

 

a. acceptance. 

b. assumption. 

c. acquisition. 

d. deficiency. 

e. key. 
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10. Projects differ from ongoing work or tasks because they often 

 

a. bring people together who would not normally work together 

b. take a lengthy time to complete. 

c. have several leaders involved. 

d. require minimal resources. 

e. have several stakeholders. 

 

11. What does the short form PMI stand for? 

 

a. project management institute 

b. project management initiative. 

c. project makers institute. 

d. project managers institute. 

e. project management software. 

 

12. The second phase of project management is: 

 

a. control 

b. execution. 

c. planning. 

d. initiation. 

e. conclusion. 

 

13. The third phase of project management is: 

 

a. execution 

b. planning. 

c. initiation. 

d. conclusion. 

e. control. 

 

14. The final and fifth phase of project management is: 

 

a. execution. 

b. concluding. 

c. initiation. 

d. control. 

e. planning. 
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15. All or part of an item that does not comply with it governing requirements is 

described as: 

 

a. deliverable. 

b. demand. 

c. declaration. 

d. drawback. 

e. deficiency. 
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PART II: FILL-IN-THE-BLANK 

 

Instructions: Complete each of the following statements by writing the          

appropriate word(s) in the blank(s) provided. 

 

1. Administrative professionals are often called upon to work with their managers on 

special______________. 

 

2. A project manager has the responsibility of implementing and ________________ 

the project. 

 

3. As a _________________ you will work closely with the project manager. 

 

4. Once approval is given to move forward with the project and the team assembly the  

______________phase of project begins. 

 

5. Project ________________ should be in accordance with the approved project plan. 

 

6. In addition the project leader must provide encouragement and _________________.  

 

7. Microsoft _______________is also available as a client server application. 

 

8. Sometimes a ______________ review is conducted to assess lessons learned through 

the process itself. 

 

9. Maintain a positive ________________when things don’t go according to plan. 

 

10. A __________collaborative tool that more than one person on the team can access 

and contribute too. 

 

Word Bank 
concluding planning project 

post-project projects collaborative 

execution attitude Project assistant (PA) 

motivation   
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PART III: MATCHING 

 

Instructions: Match the terms in the following list to the most appropriate statement 

in the table below, and write the corresponding letter in the right-hand column. 

 

 

a. acceptance f. planning 

b. PMP (project management 

professional) 

g. software 

c. concluding h. baseline 

d. Gantt chart i. project manager 

e. Web based j. acquisition 

 

 

 

Descriptive Statement 

Answer 

(letter) 

1. has the responsibility of planning, implementing and concluding the 

project 
 

2. this phase involves putting the plan in place to guide the team 

through the project process 
 

3. the formal process of accepting delivery of a product or project 

deliverable  
 

4. a graphic display of schedule related information   

5. A formally approved version of the project schedule and/or budget  

6. certification that attests to the ability to lead projects  

7. software accessed online through an intranet or extranet  

8. project software can help to manage departments, people, and 

outcomes 
 

9. this phase involves the finalization and acceptance of the project  

10. the obtaining under contract of supplies and services to meet the 

needs of the project 
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PART IV: SHORT-ANSWER 

 

Instructions: Answer the following questions briefly in the space provided. 

 

1. List three (3) certifications or credentials as set forth by the Project Management 

Institute. 

 

 

 

 

 

 

2. List five (5) phases of project management. 

 

 

 

 

 

 

 

3. Discuss three (3) traits of an effective project manager 

 

 

 

 

 

 

 

4. Discuss four (4) responsibilities of the project assistant (PA)? 

 

 

 

 

 

 

 

5. Suggest three (3) strategies for solving problems within the project team. 
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Chapter 10—INFORMATION MANAGEMENT—Finding Test No. 1 
 
 

Instructions: This test must be taken only after completion of Production 

Challenge 10-B.  Locate the following 25 cards quickly and write the number of 

each card on the line provided. 

 

Before starting, record the time in the space provided on this page.  Immediately 

upon completion of the test, record the time in the space provided at the end of the 

test.  Next, calculate the time you took to complete this task.  Space for this 

calculation is provided at the end of the test. 

 

                       Commencement time for Finding Test No. 1 = ___________________  

             

  1. Montgomery Ward & Company   1. _________ 

 

 2 William T. Au      2. _________ 

 

 3. Martha Odell-Ryan     3. _________ 

 

 4. Georgia Harris      4. _________ 

 

 5. RCT Manufacturers      5. _________ 

 

 6. Strathcona County Water Department  6. _________ 

 

 7. Niagara Office Supply    7. _________ 

 

 8. The Mercantile Bank of Canada   8. _________ 

 

 9. James Larson      9. _________ 

 

10. Sister Catherine              10. _________ 

 

11. Department of Employment and Immigration          11. _________ 

 

12. Hubert Vander Mallie               12. _________ 

 

13. Triple Star Enterprises              13. _________ 

 

14. Webbers’ Home for the Aged              14. _________ 

 

15. Strong Memorial Hospital              15. _________ 

 

16. El Rancho Inn      16. _________ 
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17. George E. Harris     17. _________ 

 

18. Acadia University, Wolfville, Nova Scotia  18. _________ 

 

19. Four Corners Answering Service   19. _________ 

 

20. Trans-Continent Truckers    20. _________ 

 

21. CHAM Radio      21. _________ 

 

22. Reliable Answering Service    22. _________ 

 

23. Cecil Young-Jones     23. _________ 

 

24. People’s Republic of China    24. _________ 

 

25. First Baptist Church     25. _________ 

 

 

 

                       Ending time for Finding Test No. 1 =           _______________ 

 

 

                       Time taken to complete Finding Test No. 1 = _______________ 
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Student’s Name: ______________________ 

 

Chapter 10—INFORMATION MANAGEMENT—Finding Test No. 2 
 
 

Instructions: This test must be taken only after completion of Production 

Challenge 10-C.  Locate the following 25 cards quickly and write the number of 

each card on the line provided. 

 

Before starting, record the time in the space provided on this page.  Immediately 

upon completion of the test, record the time in the space provided at the end of the 

test.  Next, calculate the time you took to complete this task.  Space for this 

calculation is provided at the end of the test. 

 

 

Commencement time for Finding Test No. 2 = __________________ 

 

 

 1. Robert E. Kramer, M.D.      1. ____________ 

 

 2. Simon Fraser University       2. ____________ 

 

 3. Sister Marie O’Doul       3. ____________ 

 

 4. Federal Department of Consumer     4. ____________ 

 and Corporate Affairs 

 

 5. J. T. Larson        5. ____________ 

 

 6. George Zimmer Corporation       6. ____________ 

 

7. Prudential Assurance Co. Ltd.,     7. ____________ 

 Winnipeg, Manitoba 

 

 8. Miss Robert’s Charm School       8. ____________ 

 

 9. Bill Carter Petroleum Corporation     9. ____________ 

 

10. Maverick       10. ____________ 

 

11. Human Rights Commission, British Columbia  11. ____________ 

 

12. Del Monte Properties      12. ____________ 

 

13. CKY Television      13. ____________ 
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14. East Avenue Baptist Church     14. ____________ 

 

15. Southwestern Distributors     15. ____________ 

 

16. Harold Roberson      16. ____________ 

 

17. The Royal Bank of Canada     17. ____________ 

 2411 Bellrose Drive 

 St. Albert, Alberta 

 

18. Rain or Shine Boot Shoppe     18. ____________ 

 

19. Department of Highways Alberta    19. ____________ 

 

20. Surv-Ur-Self Pastries, Inc.     20. ____________ 

 

21. The Lone Ranger Riding Supplies    21. ____________ 

 

22. John Wilkins Supply Corp.                22. ____________ 

 

23. Prince James Portraiture                23. ____________ 

 

24. Ontario Municipal Board     24. ____________ 

 

25. Burns Travel Agency      25. ____________ 

 

 

 

 

               Ending time for Finding Test No. 2 =                __________________ 

 

               Time needed to complete Finding Test No. 2 = __________________ 

 


