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Date: _____________


Name: _____________________________

Hour: __________

Developing Interpersonal Skills

Lessons 3 and 4 Test 

Matching


_____1. active listening

_____2. charisma

_____3. empathy

_____4. entrepreneur

_____5. facilitator

_____6. incentive

_____7. intrapreneur

_____8. supervisor


____10. communication skills


____11. external customer

____12. HEAR

____13. interdependence

____14. internal customers

____15. TLC

True or False

_____1. Martin Luther King Jr. was a great leader who understood his mission, articulated it to others, and motivated people of all races.

_____2. King urged his followers to be nonviolent in their protest for civil rights. 

_____3. Monetary rewards are more important to many workers than doing something meaningful. 

_____4. A leader must never compromise because they are in charge. 

_____5. A good leader doesn’t care if he/she is respected. 

_____6. A leader with a vision and a goal can inspire others. 

_____7. Good leaders must never share power or information. 

_____8. Entrepreneurs must be able to identify market niches, be self-motivated, motivate others and be organized. 

_____9. Sandra Day O’Connor did pro bono legal work for low-income clients. Pro-bono means, “Free”.

____10. Sam Walton believed that customers are more important than the products. 

____11. Walton originated the philosophy that “The customer is always right.” 

____12. Most dissatisfied customers say they would return to a store if it made good on their complaints. 

____13. Customer service (good or bad) can affect a company’s overall profitability. 

____14. Diversity limits the pool of available workers. 

____15. “TLC” means tender loving care in the business world. 

____16. Employees that feel valued and respected are likely to remain with that company. 

____17. When a sale is closed a salesperson’s job is complete. 

____18. “You never get a second chance to make a first impression.”

Match each definition with the element of the “HEAR” technique it describes. 

19. _____ helpfulness 

20. _____ empathy

21. _____ attentiveness

22._____ responsiveness 

Multiple Choice 

_____1. Active listening allows one to…

a. hear better

b. move a lot

c. identify problems before they get out of hand

d. none of the above

_____2. An effective leader …

a. delegates responsibilities, 

b. leads by example 

c. motivates workers

d. all of the above

_____3. Studies shows that dissatisfied customers will share their bad experience ____ times within a two-month period. 


a. sixty-seven


c. eleven


b. five 



d. twenty

_____4. Good customer relationship involve(s)

a. acknowledge the customer’s presence 

b. making eye contact

c. stand up, if seated 

d. all of the above

_____5. Which of the following is the best way for a supervisor to motivate his/her workers? 

a. punish poor performance 

b. offer praise for good performance

c. maintain strict discipline

d. maintain an image of authority

_____6. Some retailers have taken the attitude that “The customer is always right.” Why is the customer always right?

a. It is better to give in to a customer, even if it cost you a little now, than to lose his/her  business forever.

b. Customers know more than salespersons

c. Customers don’t like a salesperson who tries to recommend a product. 

d. It is not true that “the customer is always right”. 

Short answer 

For each statement, answer “yes” if it represents active listening, and “no” if it does not. 

____  7. I know how you feel. I had a similar situation happen to me last year. 

____  8. You seem to be saying that my lack of communication made you feel anxious. 

____  9. You worry too much. 

____10. It doesn’t matter how you feel. Your job is to follow company policy. 

a worker within a company who uses his or her innovative ideas to help their company





putting yourself in ones place





an innovator who is willing to take risk and start a business





an administrative officer who is in charge of a business





someone who helps to bring about a particular action





special magnetic charm or appeal that promotes loyalty





reward or punishment for performing certain actions





a communications technique, aimed at problem solving.





reliance of one supplier or customer on other suppliers or customers





listening, speaking , reading, and writing





a technique of active listening that involves helpfulness, empathy, attentiveness, and responsiveness





purchasers or users outside a company





Think like a customer





Purchasers or users within a company





Being able to predict what a customer wants


Assisting customers with answers and suggestions


Reacting positively to customer demands


Feeling the way a customer feels








