ACCREDITED
Sample exams and evaluation guidelines ABCH# o

Sample written exam

This short sample examination contains the kinds of questions you will find on
the actual accreditation examination. Answer the sample examination in one
sitting and adhere to the suggested time guidelines at the beginning of each part.
Complete the exam to the best of your ability. Do not exceed the time limit of
two hours. When you're finished, compare your answers with the evaluation
guidelines and sample answers that follow the exam. Use the guidelines to
determine your weak areas and review related topics through reading,
workshops, seminars, conferences or discussions with a mentor.

Part 1—General Knowledge (budget about 50 minutes)
Essay

1. Your company, Reliable Cleaning Services, offers janitorial and cleaning
services to offices, hotels, schools and large institutions. Services include
cleaning and maintenance of carpets, floors and windows, as well as other
miscellaneous services. The headquarters is located in Ribbon City, and
Reliable has 14 branch offices in major centers across the country. You
just learned the company has won a contract from Hobnob Hotels, a large
national hotel chain, to clean and refurbish its 50 hotels. Reliable is having
a good year and growing fast, with 15 new major clients added this year. It
now has more than 200 major clients. The contract is worth $3 million in
revenue per year for three years. This is the largest partnership
agreement your company has made in its history. Your regional manager,
Oscar Stone, and your president, Eleanor Roby, will visit Hobnob’s head
office in Edison City next week to sign the deal with George Brooks, VP of
operations at Hobnob.

A. Prepare a news release for the Ribbon City media to announce the
contract OR write a story about the contract for publication in your
employee newsletter, Cleaning Up.

B. List three ways you would use (distribute) the news release to
support the announcement, and list three other communications
tactics or activities you might recommend to support the signing.

2. The local media have just announced that a senior manager at your
company has been indicted for bribing local elected officials to change
zoning bylaws that are restricting construction of a new manufacturing
facility. The company president says he has been advised by the company
attorney to "not say anything to employees." You've arranged to meet with
the president to discuss the issue further. What are your talking points for
the meeting, and what will you recommend?



Short answer (one to two paragraphs)

3. Discuss how e-mail and the use of electronic communications has
affected the workplace and the practice of organizational communications.
(State the pros and cons.)

4. Opinion surveys and focus groups are two commonly-used research tools.
In what circumstances would you recommend an opinion survey? In what
circumstances would you recommend a focus group? Give two examples
of when (reasons or particular topics of research for which) you would use
each of these tools.

5. List three principles of good media relations.

6. List the main steps in communications planning.

7. Studies show that the immediate supervisor is employees’ preferred
source of information in an organization. How does this affect your
planning for employee communications?

Part 2—Case Study (budget about 50 minutes)
Read the scenario below and then answer the four essay questions.

You are the director of communications for TechWise, an electronics component
manufacturer that has 3,000 employees at two locations in your city—the head
office (and main location) on Piper Road and a second plant at Airdel Drive,
about three miles apart. Many of your customers were victims of the downturn in
the high tech industries and your sales have fallen by 35 percent over the past
three years. Two major contracts have just expired and will not be renewed.

The Business Development group is not optimistic about growth opportunities in
the near future. They predict no significant recovery in the market for at least a
year from now. Your executive committee has made the unhappy decision to
close the Airdel Drive facility and consolidate production in the main facility at
Piper Road. This will cut 400 manufacturing jobs and 25 managerial jobs in total.
It is not just people at the Airdel location who will lose jobs—the layoffs will affect
people at both plants due to seniority and union bumping rights and the
company’s decisions regarding which managers are most required for the future.
Employees have seen the downturn in production and the plants are full of
rumors about layoffs.

Your company has never had a major permanent layoff—only minor periods of
temporary layoffs—in its 20-year history. The workforce is represented by the
National Tech Workers Union, and the relationship with the union is a bit tenuous
as you are headed into collective agreement talks six months from now.
TechWise is a major employer in your city, and is generally well-regarded
because of its outstanding support of local activities, including the city’s annual
fundraising campaign for the Allied Fund, a community charity that coordinates
donations to 30 local agencies. Your President, Ellie Slaser, is an engineer and a



high-profile leader in the community. She is nervous dealing with the media.
Later today, you are scheduled to meet with Ellie to outline how this decision
should be handled.

Answer the following essay questions:

1.

2.

3.

4.

Analyze the situation, identifying the business problem/opportunity,
stakeholders and any constraints.

How will you go about developing a solution? (Outline, for example, any
additional information you want and how you will obtain it, the approval
process you will follow, and any special considerations or
recommendations.)

Outline the communications approach you recommend. (Include such
aspects as objectives, strategies, messages, and tactics).

How will you evaluate the success of the communications program?

Part 3—Philosophy and Ethics of Organizational Communications (budget
about 20 minutes)

Essay (three to six paragraphs)

1.

You have been appointed manager of communications for ZRT Ltd., the
first time any such position has been created at this company that
manufactures and sells industrial products. The company has three
manufacturing and 25 sales offices across the country. The president,
appointed only six months ago, has decided the company needs a
communications function. ldentify and discuss three things you will do to
establish credibility for yourself and the communications profession within
your new organization.

Short Answer (one paragraph)

2.

You are an account executive for a successful public relations firm in a
major city. You receive a call from Fred Jones, VP marketing at Wearton
Inc., a leading manufacturer of casual clothes for teenagers. He invites
you to pitch on the Wearton account. You know that your agency is
presently engaged by Apparel Ltd., Wearton’s main competitor. How will
you respond and why?

A reporter calls you to ask if the senior manager who left your company
yesterday quit or was fired. How will you respond and why?

Evaluation guidelines for the written exam

Part 1



1.

1.

A. Whether you prepare the news release or the newsletter article, it is
important to write clearly, correctly and accurately. Spelling and
grammatical errors will be penalized. The information should be well-
organized. Writing style should be appropriate to the option selected.

For the news release, standards of proper newswriting apply, and you
should address the five W’s (who, what, when, where and why). You
should include a headline and dateline (city and date). The lead should
state the key facts (what has happened, names of the parties, size and
nature of the contract). Additional information follows in the later
statements. You may include a quotation from your president, but it will be
a relationship-builder if you also include a quotation from the hotel’s
representative — this will be a joint news release that will require approval
by both parties. (Note that media are often skeptical that such quotations
have been manufactured so use this device selectively. Ensure quotations
have been approved by the spokesperson and that they are key
messages that the spokesperson will repeat if interviewed.) Finish up with
the corporate boilerplate statements about the companies.

If you choose the newsletter option, employees are your audience. Unlike
the news release, there is more leeway to include positive statements
about the company. The focus of the information might be more oriented
to how this contract was won and how it will impact the company and its
employees.

B. Ways to use the news release might include:

o Distribute the news release and photo to local news media in
Ribbon City and the city where Hobnob is headquartered.

o Distribute the news release to trade publications related to your
industry and to the hotel industry.

o Distribute release to key customers, prospects and industry
associations.
Distribute to managers at all your locations.
Post the news release on bulletin boards in your plant/offices.
Post the news release to your web site.

Other activities to support the signing might include:

o Make the signing into an interesting photo opportunity and arrange
a photographer.
Invite media and turn it into a news conference.
Offer interviews to news and trade media.
Create a celebration or recognition for the employees involved in
this achievement.



o Coordinate the effort with the Hobnob communicators to avoid
duplication of effort and to encourage them to use the story in their
publications, on their web site and with their media contacts.

2. You should help the president understand that, regardless of the truth, the
newspaper story will result in rumors, fear and even panic among
employees and will erode general business confidence. As a
communicator, you must be proactive and recommend action. A failure to
make a statement will generate uncertainty, and “no comment” is usually
interpreted as “guilty.” You should recommend preparing a statement that
should be reviewed by the company lawyer before release. It may be brief,
and should state that the company is cooperating with the investigation
and that the company cannot comment further as it is a legal matter. Does
the president plan to step aside while this issue is unfolding? If so, you will
need to quickly establish a relationship with the interim President to assist
in issuing reassurance to employees that the business continues as usual.

3. The impact of e-mail and electronic communications has been both
positive and negative. It has greatly improved the timeliness of
communications. It has improved the ability to communicate quickly and
easily with large numbers of people in multiple locations worldwide. The
use of webinars (web seminars) can greatly facilitate training. On the
negative side, employees are now overwhelmed with messages (spam)
that take their time and make it difficult to get your messages through to
them.

4. An opinion survey involves gathering answers to set questions from the
target audience. The survey may be conducted by telephone, written form,
through an interactive web site, or by contacting people in a shopping mall
or on the street. The sample size may vary but must be large enough to
be statistically reliable. Opinion surveys are often used to determine
preference, for example, for one political party over another. Opinion
surveys could also be used by organizations to test employee satisfaction
or customer satisfaction. A focus group is a small group (6 -12) assembled
to gather detailed qualitative input from participants. It is often used to get
reaction to a proposed new ad campaign or theme before it is finalized, or
it could be used to test product concepts or prototypes.

5. Some principles of good media relations might include:
o Recognize that reporters are people doing a high pressure job; they
need to get a story and meet tight deadlines.
Be accessible; return calls promptly.
Ask what the deadline is, and get back to the reporter with lots of
time to spare with whatever information is available.
Give clear, factual, complete information.
Never say “no comment.”
Don’t speculate.



o Build relationships and credibility by providing story ideas,
backgrounders, plant tours or other opportunities during “non-crisis”
times.

o Find interesting photo or video opportunities that help communicate
the story.

o Make sure your story pitches have news value; don’t issue news
releases that are just product promotion.

o Help your spokespeople by providing them with good media
relations training; help them know and be able to deliver their key
messages succinctly and well.

6. Main steps in communications planning:

o Define the need/opportunity; establish business objectives.

o Establish communications objectives that are directly linked to the
business objectives.

Conduct research, gather information.

Define audiences, stakeholders.

Develop strategy and tactics to reach audiences.

Establish budget and timelines.

Implement.

Evaluate use feedback for continuous improvement.

O 0 O O O O

7. Because employees look to immediate supervisors for information, it is

Part 2

1.

important to empower the supervisors and managers in your organization
with the information they need. Communicators can support this by raising
awareness of this fact among managers/supervisors and by encouraging
or providing training for them in effective communications, with emphasis
on face-to-face communications being the most effective. You may want
to provide information first to managers before general announcements
are made. For major announcements or new programs, managers should
be equipped in advance with additional background and a list of
anticipated questions and answers so they can be prepared to answer
employee questions. Also, senior executives can meet regularly with
managers/supervisors to provide information and insight that helps them
communicate those messages to employees. At the same time, senior
management should ensure that managers and supervisors know it is
their responsibility to provide the appropriate information to employees.

Several business factors require that the company take action to protect
its future. Sales have declined 35 percent over the past three years, major
contracts will not be renewed and the outlook for recovery does not look
good in the near future. The company has decided to close the Airdel
Drive facility and consolidate production in the main facility at Piper Road.
The move will result in the loss of 400 manufacturing and 25 managerial
jobs. The company’s objective is to announce and implement this move as



smoothly as possible, minimizing the impact on affected employees,
retaining the commitment of remaining employees and maintaining
support in the community. Key audiences are employees, union officials,
local city officials and media, but this kind of announcement also affects
suppliers and customers. If this is a public company, shareholders must
be advised and there are strict legal requirements about how this should
be done.

. I'will work with management and human resources to determine the facts
and develop a program to communicate with the various audiences. If we
announce a layoff and it takes weeks or months to implement, the entire
workforce goes through a period of uncertainty that affects productivity.
We will lose good people who might readily find jobs elsewhere. If this
approach must be taken, affected employees must be identified and told
as quickly as possible. Ideally, we can have complete information at the
time of the layoffs announcement so that affected individuals can be
informed that day and know the details of their severance. The company
should be as generous as possible toward affected employees, offering
early retirements, the best severance arrangements it can afford, and
adjustment programs such as relocation counseling to help employees
find new jobs. Preparing these packages for 425 people is a massive task,
but it needs to be done as quickly as possible—this is the key element of
the layoff announcement. As the employee packages are prepared, | will
work on a plan to ensure all audiences are informed in sequence. | will
draft letters and announcements. Legal counsel should review the plan
and materials to ensure we are meeting all legal requirements. Timing of
the announcement is important—do not choose a Friday afternoon or a
day near a holiday. As a courtesy, it is wise to inform the union officials
immediately before employees receive the information. Local government
officials (Department of Labor, for example) also should receive notice so
that they are prepared for calls from media or constituents.

. Plan Quitline:

Objectives:

« Communicate the announcement to target audiences to
facilitate a smooth, quick transition.

» Following the announcement, employees and other
stakeholders will feel they have been dealt with fairly and
honestly.

Strategies:



Inform managers, supervisors and employees first before
external audiences.

Attribute the layoff to business conditions; never blame
employees or customers (aim for understanding, don'’t
expect employees to like the bad news).

Communicate honestly about the situation.

Proactively provide the announcement and explanation to
the media immediately after informing employees so the
media have the facts and rationale.

Inform suppliers and customers to reassure them.

Messages:

Consolidating our operations at Piper Road is a business
decision based on economics.

We are helping affected employees with early retirements,
severance packages and job search counseling to help them
find new jobs.

Our business is currently in a downturn, but this
consolidation will keep us viable until there is a market
recovery down the road.

Tactics:

Critical path of coordinated announcements in sequence.
Meeting with all managers to outline plan, provide
announcement and Q&A.

Letter and meeting with union officials.

General announcement to employees.

Letter delivered by courier to local government (Department
of Labor) officials.

Announcement to employees. (This may be one all-
employee meeting with an announcement by the president.
If it is a series of separate, smaller meetings, Airdel facility
employees should be informed first. The president should
make the announcement at Airdel with video linkup to the
other facility.)

Media training/coaching to prepare president.

News release to local media, trade media contacts;
President should expect to be in demand for media calls or
interviews immediately following.

Notice to suppliers and customers to reassure them.
Phone line or e-mail address to answer questions.

Regular updates for employees (e-mails, posted bulletins,
newsletter articles, or town hall meetings).



Part 3

1.

4. Evaluation:

Success of this program will be determined by
management’s assessment of a smooth transition that
minimizes any disruption to the business. Other indicators
might include:

Number of calls to hotline, type of comments received.
Feedback from managers about employee reaction.
Affected employees do not complain to media/government.
High retention rate of remaining employees with no
deterioration of performance or attendance.

» Post-event employee survey among remaining employees
indicates they feel they have been dealt with fairly and
honestly, and it indicates that management maintained
credibility.

» Continuing stable or positive relationship with union.

» Media coverage. (Expect it to be negative the day of the

announcement, but successful implementation helps the

story disappear quickly.) Are management’s key messages
included in the story so that the community can understand
the situation?

As the first manager of communications for ZRT Ltd., | realize that the
organization has no experience with the communications function. First, it
will be important to define the role and responsibilities for communications.
This needs to be done together with the president. Because he has
created this position, he obviously is very supportive of and interested in
communications. He is also new in his position and that may present
some challenges, as he may still be learning and gaining acceptance. | will
discuss his objectives for the organization and together we will determine
where communications can best add value. | will ensure that
communications planning is aligned with the business objectives. What
challenges does my president face in the organization? Does he have a
change agenda? What are the most pressing communications needs?
What resources are available? What are his expectations? | will ask for a
regular meeting to ensure we are tracking positively on these objectives.

This is a new company for me, and | will need to make a concerted effort
to learn the business quickly. | will be proactive in organizing meetings or
lunches with other senior executives to learn about their areas of
responsibility. | will demonstrate interest and strive to understand as many
aspects of the business as possible. A newcomer needs to learn the



terminology and the culture of the organization. | will take every
opportunity to tour the various facilities and meet the management and
employees. | will attend any upcoming sales meetings, employee
meetings or management meetings where | can learn about issues in the
business and meet the staff. | will ask for the president’s advice on how
best to proceed and which area is the highest priority. If possible, | would
like to accompany a salesperson on some sales calls to understand that
process and meet some customers.

| will review any existing information—news clippings, promotional
materials, employee newsletters, etc.—and assess the current situation. |
will identify other information | need to develop communications
programming. For example, do we need to conduct an employee survey
or customer survey to take stock of the current situation and set baseline
marks for future improvement?

I will build credibility internally by setting realistic expectations and
achieving success on my initial projects. Sound evaluation of these
projects will provide me with a tool to make others aware of my
capabilities and the power of the communications function to add value to
the organization.

. When I receive a call from Wearton to pitch on their account, | will thank
Mr. Jones for inviting us to participate and suggest that the head of our
agency would be the best person to discuss this with him. | will promise to
have the agency head call him back promptly. Knowing that our agency
currently represents Apparel Inc., Wearton’s main competitor,
representing Wearton would be a direct conflict of interest. | will inform the
senior manager of the agency that | received this call and determine what
further action to take. If our agency has a separate arm or subsidiary
(many large agencies have formed subsidiaries to handle this type of
situation), perhaps that group can pitch on the account. If not, the agency
cannot represent both companies and we would need to turn down this
pitch opportunity. Alternatively, we can inform both parties and, with their
written agreement, represent both clients. In practice, such an
arrangement is unlikely to be accepted unless the assignments are for
completely different product lines or a special project.

. Releasing confidential personal information about an employee is a
breach of the IABC Code of Ethics for Professional Communicators. It is
also against most organizational policies and, in some jurisdictions, it is a
violation of privacy laws. If a reporter calls seeking information about any
employee, my response will be, “As a matter of policy, we will not provide
information about any employee.” | will make human resources (and
perhaps the switchboard also) aware that | received this inquiry because a
diligent reporter will most likely call that department next.



Sample oral exam: Roseland Gear Works (budget 30 minutes)
Do not look at the sample exam until you have read the instructions below.

For the oral exam, you will be asked to explain how you would handle a
communications problem at the Roseland Gear Works. You will be given 15
minutes to review the materials provided for this exam. These include basic facts
about the company and supporting reports, messages, memos and articles. You
may write on the materials or make notes as you see fit. The proctors will collect
your notes and all other materials at the end of the oral exam.

Following your review of the materials, you will be asked to make an informal,
seven- to ten-minute presentation to the examiners. Your presentation should
describe the problem as you see it, the general solution you'd propose and your
supporting rationale.

In addition to the information given, you may supply whatever facts or
assumptions you deem necessary and logical under the circumstances. Just
make sure to clearly state what they are, so the judges can take them into
account in evaluating your presentation.

Begin your 15-minute preparation period when you finish this paragraph. Do not
exceed the allotted time. For purposes of self-evaluation, you may find it helpful
to record your presentation, then review the tape and grade yourself in
accordance with the evaluator's guidelines.

Be fair to yourself. Don't look at the evaluation guidelines until you have
completed the oral exam. After you've recorded your presentation, look over the
guidelines for content and then grade your taped presentation.

Facts about the Roseland Gear Works

1. You are the communicator at Roseland Gear Works. You work directly for the
plant manager, Jack Johnson, who is out of the office most of the day, attending
a planning meeting of the Minority Business Development Division of the
Chamber of Commerce. He is expected back at the plant today at 4 p.m.

2. You have been employed at Roseland Gear Works for only one week.
Johnson hired you because he felt his quarterly "open forum" meetings with
employees were "just gripe sessions." The open forum meetings were the only
formal communications medium in place when you joined the organization. In
community relations and with the outside media, Johnson says he's tried to stay
"low profile, to keep our name out of the papers."



3. Roseland Gear Works has 327 employees, making it the largest industrial
employer in Roseland County.

4. You've been out of the office all day on unavoidable personal business. You've
just returned to the office at 3:30 p.m. and find the following materials on your
desk.

Roseland Gear Works
Security Department

Incident Report

2:47 a.m., on third shift last night, received call from grinding area safety
committeeman Sal Elliot. Employee injured and bleeding.

2:49 a.m., arrived on scene, found R. Gregory on floor, bleeding from head.
Grinding wheel had broken in use. Two pieces about size of a quarter lodged in
forehead.

2:51 a.m., departed plant with injured employee in van.

3:00 a.m., accident victim turned over to emergency room personnel at Roseland
Memorial. Unconscious, still bleeding.

3:15 a.m., emergency room personnel report Gregory's condition "stable, but
very serious." Doctor on duty tells me Gregory will make it, with bone graft and
plastic surgery. Was lucky piece missed his eye or temple.

3:18 a.m., Gregory's parents and wife arrived at hospital. | tried to reassure them
he'd pull through, left hospital to return to plant.

[signed] Billy Samuels
Security Guard

WHILE YOU WERE OUT
To: Mr. Johnson
Time: 8:03 a.m.

Date: Today



Sal Elliot waited for the office to open this morning and demanded to see you as
soon as you got in about the accident last night. She asked that you call her at
home this afternoon. Her number is 288-3452.

WHILE YOU WERE OUT

To: Mr. Johnson

Time: 3:30 p.m.

Date: Today

Sal Elliot called in from home. She just read today's paper and was upset you
hadn't reached her yet. | explained the reasons. She said you should start paying

more attention to your own safety committee; that Ron Gregory was more
disadvantaged than a bunch of minority businessmen.

APPOINTMENTS (from Mr. Johnson's Desk)

Date: Today

4:30 p.m. Briefing with you on possible Q&As for tonight and tomorrow morning.
6 p.m. Open forum meeting with second shift, cafeteria.

Date: Tomorrow

12:30 a.m. Open forum meeting with third shift, cafeteria.

8:15 a.m. Open forum meeting with first shift, cafeteria.

Roseland Gear Works Interoffice Memo

To: Jack Johnson

From: Sal Elliot

Subject: Employee Safety Committee Recommendation

Date: Last month



The committee meeting yesterday was mostly about how to make our machine-
guarding program work. Most of the guards we ordered are installed, but
operators are always complaining they get in their way and make doing the job
more difficult. Joe Glorio and some of the others said they've issued citations
(warnings) to some of the operators in their areas for taking the safety guards off
their machines. We have a lot of unprintable comments about how the guards
make it harder to make production. Glorio says the foreman in his area is making
people keep the guards on anyhow, but that's about the only place where the
program is working.

In the metal grinding area, for example, the guys can't get the grinding wheel far
enough into the part to grind it to specifications. They leave the guard on the
hand-held grinders most of the time, but take it off whenever they have to get
down deep in the part. We're afraid that one of these days they'll twist the
grinding wheel and fast-flying pieces of the grindstone will come out and punch
somebody's eye out. We hand out citations, but the foreman in that area says he
can't watch everybody all the time so they still get away with taking off the guard.

We took a vote of the committee and it's unanimous that we recommend
executive action; namely, that you invoke formal discipline against any operators
and their foremen who let a machine run without the guard. Also, we think the
specifications or the tools have to be changed so the employees don't have to
break the rules trying to make production.

Chairperson
Employee Safety Committee

(Article in the Roseland Herald)
Gear worker hurt on job

(Roseland County - Today's date) A third-shift employee of the Roseland Gear
Works was listed in critical condition at Roseland Memorial Hospital today,
following an industrial accident in the plant early this morning.

Ronald Gregory, a 23-year-old grinding machine operator, was rushed to the
hospital in the company's security department van after a machine he'd been
using broke apart, sending heavy fragments deep into his skull. Billy Samuels,
the plant security guard who drove Gregory to the emergency room, said it was
the "worst shrapnel wound I've seen since the war." Gregory was bleeding
profusely and was unconscious.

At the plant, no officials were available for comment on the accident. Emergency
room nurse Francis Brookwater, who first administered aid to Gregory upon his



arrival, told the Herald, "That plant is dangerous. It's the number one source by
far of all the industrial accidents we get here."

Only Gregory's parents, Mr. and Mrs. George Gregory, 113 Maple Lane, and his
wife, the former Jane Goodson, are allowed to visit Gregory at the hospital. He is
the only local resident ever named to a position on a U.S. Olympic team.

Evaluation guidelines for the oral exam

Evaluators will score the candidate on the basis of his or her skills in problem
analysis, presentation, listening, judgment and initiative. To score your
performance, follow these guidelines:

If your answers include all of the possible positive responses, none of the
possible negative responses and are even more detailed than the scoring
guideline's examples, rate yourself a 7 (outstanding). If you failed to include
several of the possible positives and did commit several of the possible negative
actions, rate yourself a 1 (poor). To earn a passing score of 4, any errors of
omission on your part would have to be judged to be of little significance to the
resolution of the problem at Roseland Gear Works. That judgment is made by the
evaluators on the basis of your overall presentation. Be aware that evaluators
are not required to average the five scores to arrive at your final score for the oral
examination.

For example, you might have said that it is not necessary to release a statement
to the Herald (possibly a negative conclusion) but then gone on to present a clear
proposal for ensuring that future stories in the Herald include some responsible
statement from management, instead of damaging lines like "no comment" or
"unavailable for comment." On the other hand, if you did not take initiative in this
situation, waiting for Mr. Johnson or, conversely, if you took over his job,
responding to every audience yourself, your performance in that single instance
would almost certainly cause you to fail the initiative aspect of the oral exam.
Your problem analysis, judgment and other skills would have to have been
excellent to overcome serious missteps in initiative.

Possible responses to the Roseland Gear case

Problem analysis: Effectiveness in identifying pertinent data and determining
the sources of the problem.

Positive:

» Sees that Johnson has previously scheduled open forum meetings for
tonight and tomorrow morning.



» Sees that Elliot's Employee Safety Committee identified the grinding wheel
hazard a month ago.

« Sees that Gregory's actual condition, though serious, may not be as
critical as the Herald's story suggests.

Negative:

e Assumes that Johnson's past desire to remain "low profile" means he
won't accept advice to communicate with the press on this issue.

» Assumes that Johnson has not already taken some action on the safety
committee's recommendation, prior to Gregory's accident.

« Assumes that Gregory, a local hero, will die.

Presentation: Ability to create a good first impression; to command attention and
respect; and to make a persuasive, clear presentation of facts and ideas.

Positive:
o Used a clear, attention-getting opening statement.
e Supported the thesis with facts.
o Presented an orderly, organized argument.
e Concluded with a clear summary and call to action.

Negative:

« Rambled, mumbled, used poor grammar (assuming English is the
candidate’s first language).

o Presentation lacked clear organization of thought or message.

» Consistently avoided eye contact with the panel of evaluators.

Listening: Ability to listen, clarify if necessary, and respond appropriately to
proctors’ follow-up questions.

Positive:

» Followed instructions as given by the evaluators.

o Paraphrased or used clarifying questions to ensure that evaluators'
questions were understood.

o Reacted appropriately to evaluators' questions; did not become overly
defensive if challenged.

Negative:

» Asked for case information already given.
« Did not answer the questions asked.



Judgment: Ability to reach logical conclusions based on the evidence at hand; to
weigh alternatives and select sound solutions.

Positive:

e Concluded that Johnson must be briefed in order to handle employee
questions at open forum meetings.

» Concluded that employees should be told Gregory's actual condition and
promised frequent updates.

» Concluded that Johnson should give employees explicit instructions to
leave the machine guards on, even if this halts the work.

o Decided that Johnson be advised to speak with Elliot as soon as he's
briefed on the situation and before the scheduled open forum meetings.

» Checked latest information on Gregory's condition and safety
investigations.

Negative:

e Suggested that Samuels or Gregory should be punished.

» Concluded that Johnson's low profile policy with the Herald must or should
be continued.

» Decided to include in the action plan an attack on the Herald or Nurse
Brookwater.

Initiative: Active efforts to influence events, rather than passive acceptance of
the status quo; self-starting; risk-taking.

Positive:

» Provided an outline of specific things that should be done to handle the
situation at Roseland Gear Works.

» Provided examples of key messages to be proposed to Johnson for the
open forum meetings; a statement to the press; a response to Elliot;
communications with Gregory's family.

» Proposed an appropriate plan, including specific audiences, messages,
media, timing and assignments of responsibility.

Negative:
» Proposed waiting for Johnson's return before beginning any action
planning.
» Responded on his or her own to the Herald, Elliot or other key audiences
before Johnson's return.

How did you do?



In evaluating your presentation, try to be objective. Concentrate on the content
(not on how you sound on tape) and the manner of your presentation.



