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HUMAN RESOURCES GENERAL OVERVIEW 
MODULE I ~ QUESTIONS 

LESSON 1 
1. According to at least one poll, the majority of U.S. employees do not feel that they have the skills 

and information they need to do their jobs. 
a. True 
b. False 

2. Can excessive creativity ever be a cause of difficult behavior? 
a. Yes 
b. No 

3. What are the primary causes of difficult behavior? 
a. Internal: Family or financial problems 
b. External: Workplace or industry issues 
c. Both internal and external issues can cause difficult behavior 

4. What is the "pendulum" identified by Bob Rosner? 
a. Describes the way difficult employees swing between the extreme of being difficult, then being 

very easy to work with. 
b. Describes the way the managers of difficult employees swing between the extremes of strong 

punishment of the employee, then denying the employee has a problem or ignoring the 
symptoms of the problem. 

5. According to an IBM study, by what year will the U.S. have lost 19% of its workforce, compared to 
2005? 
a. 2008 
b. 2012 
c. 2018 
d. 2022 

6. There are three key steps or stages in the process of addressing difficult behavior. Match each 
activity with the correct step. 

 (1) Clarify (2) Qualify (3) Modify 
____ List the pros and cons of the difficult behavior 
____ Talk to the people in the environment, both internal (team members) and external 

(customers, vendors) 
____ Request that the individual change the behavior, providing checkpoints and guidelines 
____ Ask the individual about the behavior 
____ Sum up the net effects of the behavior as either positive or negative for the organization 

7. If after exhausting all your options you decide you must dismiss a difficult employee, is career 
counseling a reasonable option you might offer him or her? 
a. Yes 
b. No 
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LESSON 2  
Self-Assessment Quiz 

Question Yes No 
1. It's difficult to say ‘no’ when asked to do something I don't enjoy.   
2. I set limits on my time and energy.   
3. I put others' needs before my own.   
4. I ask for help when needed.   
5. I accomplish my goals even at the expense of others.   
6. I stand up for myself when my rights are violated.   
7. At work, I usually avoid conflict.   
8. I feel good about myself.   
9. I lack clear goals.   

10. When speaking, I maintain eye contact.   
11. It is difficult for me to initiate calls to customers or other employees within my 

company.   

12. I can compromise my principles and still get something accomplished.   
 
Interpreting Your Score:  Give yourself one point for every ''yes'' response to even-numbered 
statements, and one point for every ''no'' response to odd-numbered statements.  Add your points.  
Now, the higher your score, the more assertive you are. Eight or lower suggests you should 
consider becoming more assertive. Now that you've completed the self-assessment and determined 
just how assertive you really are, let's go to our program and watch as five individuals take the 
necessary steps toward assertiveness.  

1. You've been with your organization for one year now and have recently been promoted to project 
manager. With this promotion comes greater responsibility. You will now be supervising a number 
of projects. How should you deal with this promotion? 
a. Start mentally preparing yourself for a challenging position.  
b. Greet others with cheerful statements. 

2. Your supervisor has given orders to employees that you are in charge of, without consulting you 
first. You are upset this has happened, especially since this lack of communication has caused 
conflict within the department. What should you do? 
a. Confront your supervisor so he or she will not do it again.  
b. Because your supervisor has greater authority, let your anger go and avoid unnecessary conflict. 

3. Last month you were given an extremely detailed project that took many hours to complete. 
Unfortunately, due to the heavy workload, deadlines were not met on time. This month you were 
given the opportunity to take on another project of the same sort. What should you do? 
a. Maintain your perspective and take on the challenge.  
b. Avoid risking those deadlines and let this opportunity pass. 

4. One of the consequences of unassertive behavior is that it contributes to avoidance. 
a. True 
b. False 

5. Which of the following should apply when asserting authority? 
a. Even if you feel you are not capable of asserting authority, you must convince others by your 

actions.  
b. To convince others, you must believe you are capable of asserting authority yourself. 
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6. If you don't know yourself, you may not attain and progress in your ideal job. 
a. True 
b. False 

7. Which of the following statements apply when taking action toward assertiveness and asking for 
what you want? 
a. Demanding and asking insistently will only cause conflict.  
b. Demanding and asking insistently is important. 

8. Accepting the fact that you're afraid is a step toward assertiveness. 
a. True 
b. False 

LESSON 3  
1. You're interviewing two applicants, Mark and Troy, for a position in your department. Mark seems to 

be a good fit for the position and you get along well. Troy, who's hearing impaired and has more 
experience, is also qualified and you admire how he's overcome his disability. What should you do? 
a. Hire Mark. He is more able to meet job requirements. 
b. Hire Troy. He is clearly the most qualified candidate for the job. 

2. Your company has a large showroom and your customer service representatives are required to 
walk around and show clients all of your products. Abigail, one of your customer service reps, is 
severely overweight and has trouble walking around all day. She's requested to use a motorized 
scooter to help her move around and you are totally against this. What should you do? 
a. Let her use the scooter. You are obligated under the ADA to make a reasonable 

accommodation. 
b. Tell her she had better find a way of walking around or otherwise she may lose her job. 
c. Try to come up with a solution, even though you are under no obligation to honor it. 

3. Leslie, one of your best employees, has started coming in late even though your company has a 
strict punctuality policy. When questioned, she told you of her psychological disorder that requires 
powerful medication and she's having trouble waking up in the morning. What should you do? 
a. Tell her you can't change the policy, as psychological disorders aren't covered under the ADA. 
b. Tell her she can start work one hour later in the morning. 
c. Tell her she will be terminated if she doesn't start coming into work on time. 

4. Donovan, an employee in your department, has started showing a marked decline in job 
performance. He has asked for some expensive equipment that will help him do his job better. He 
claims he has a disability that hinders him from performing his job even though you can see no 
evidence of it. What should you do? 
a. Take his word for it, as you cannot ask an employee about his or her disability. 
b. Request documentation showing Donovan's right to an accommodation. 
c. Refuse his request as he was doing his job well before and is using it as an excuse. 

5. The ADA only covers disabled employees who are qualified for a job. 
a. True 
b. False 

6. Which of the following is not covered by the ADA? 
a. Employees with an addiction to prescription drugs. 
b. Employees who are rehabilitated alcoholics. 
c. Employees with psychological disorders. 
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7. During the hiring process, when must you begin complying with ADA regulations? 
a. When making a job offer to a disabled employee. 
b. After an acceptance of an offer of employment. 
c. When providing the job application. 
d. When conducting the interview. 

8. Which of the following best describes a reasonable accommodation? 
a. Adjustments or modifications to a job or workplace. 
b. Changes or modifications to essential job functions. 
c. Providing equipment for disabled employees, regardless of cost and affordability. 

9. When can you ask an employee about his or her disability? 
a. If the employee is not meeting expectations. 
b. If the employee always seems sickly and ill. 
c. If the employee has a work-related injury. 

LESSON 4  
1. You are having a termination meeting with Laura since she is not working out. After you tell her she 

will need to leave, she says you can't fire her because you haven't followed the progressive 
discipline procedures listed in the employee handbook. What should you do? 
a. Tell Laura she is terminated and to leave immediately. 
b. Tell Laura you'll get back to her after checking with the human resources department. 
c. Tell Laura the employee handbook can't be used as a contractual exception to at will 

employment in your state. 
d. Tell Laura you will follow the discipline procedures and to take this as a warning. 

2. Dan, one of your top performers, has been called for jury duty for a high profile case that may last 
for a long time. You're working on some large projects and need him on the team. What should you 
do? 
a. Find out if you can get a temporary replacement during Dan's absence. 
b. Tell Dan to somehow get himself dismissed from the jury, since his work is more crucial. 
c. Terminate Dan if he can't get out of the case and hire someone who can help you out during this 

crucial time. 
d. Tell Dan to take a leave of absence. 

3. Liz, a former employee, has applied for a position at another company and used you as a 
reference. She was a good performer, however, the two of you never hit it off because of her 
argumentative nature. You're getting calls asking about her job performance. What should you do? 
a. Be honest and tell the potential employers of her argumentative nature. 
b. Only confirm her job title and length of employment. 
c. Refuse to give a reference, citing conflict of interest. 

4. Fabienne, a new employee, is complaining about the legality of some of the practices of your 
department. You've been unaware of her concerns and baffled because no other employee has 
ever complained. What should you do? 
a. Since no one else has complained, tell Fabienne she can leave the company if she doesn't 

agree with current procedures. 
b. Suggest she transfers to another office. 
c. Investigate Fabienne's allegation. 
d. Terminate Fabienne since she is not a team player. 
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5. Which of the following statements best describes at will employment? 
a. A person's employment can be terminated at any time, for any reason, with or without notice. 
b. A person's employment can be terminated only by the terms of the employment contract. 
c. A person's employment can be terminated under exceptional circumstances, including the four 

exceptions to the at will employment doctrine. 

6. An employee handbook is an example of an express contract. 
a. True 
b. False 

7. Which federal statute requires employers to pay minimum and overtime wages and prohibits 
discharging an employee who pursues his or her rights to pay? 
a. Fair Labor Standards Act 
b. National Labor Relations Act 
c. Worker Adjustment and Retraining Notification Act 

8. You've recruited a new employee for a position in your department. She's handed in her notice at 
her current job. After talking to various team members, you've decided she wouldn't be a good fit 
and withdraw the job offer. What employment tort claim can be filed against you? 
a. Promissory estoppel. 
b. Intentional infliction of emotional distress. 
c. Tort of outrage. 

9. Under which condition can you discipline or terminate an employee? 
a. The employee engages in leftist political activities. 
b. The employee is summoned to serve on a jury for six weeks. 
c. The employee misuses company property. 

 


