
CHAPTER 9 
 

Top Performance through Empowerment, Teamwork, and 

Communication 
 

Chapter Summary: Key Concepts 
 

Empowering Employees  

 

Empowerment Giving employees authority and responsibility to make 

decisions about their work without traditional approval 

and control. 

 

Sharing information Companies share information about financial 

performance, profitability, and trends in the business 

environment. Information technology has contributed 

greatly to this means of empowerment by making it 

easier for employees to access the information they need 

to make good decisions on their own. 

 

Sharing decision-making authority Empowerment can mean employees share authority and 

responsibility within purchasing, hiring decisions, 

scheduling, overseeing special programs, and other 

activities once left to management. 

 

Linking rewards to company  

performance Incentive pay plans, like pay for knowledge and gain 

sharing, give employees a sense of ownership. Employee 

stock ownership plans and stock option plans are also 

means of making employees owners with a stake in the 

firm’s performance. 

 

Teams 

 

What is a team? A team is a group of people with complementary skills 

who are committed to a common purpose, approach, and 

set of performance goals. Work teams are relatively 

permanent groups who perform the day-to-day work of 

the organization. Problem-solving teams are temporarily 

formed to address a specific issue. A work team 

empowered with the authority to decide how its 

members complete their daily tasks is called a self-

managed team. Cross-functional teams are made up of 

members from different functions, such as production, 

marketing, and finance. Virtual teams are groups of 

geographically or organizationally dispersed coworkers 

who use a combination of telecommunications and 

information technologies to accomplish an 

organizational task 
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Team Characteristics 

 

Team characteristics Teams can be very large, but tend to be most effective 

when they have 6-7 members. Team members perform 

both task specialist roles and socio-emotional roles. 

Teams whose members have diverse backgrounds 

provide a broader perspective, and are especially good at 

finding creative solutions. 

 

Team size Teams can range from 2 people to 150. Most teams have 

fewer than 12 members. No ideal size applies to every 

team, but some achieve best results with about 6 or 7 

members. 

 

Team level The average level of ability, experience, personality, or 

any other factor on a team. 

 

Team diversity The differences in ability, experience, personality, or any 

other factor on a team. Strong teams have members who 

are different in terms of ability, experience, or 

personality. 

 

Stages of team development Teams typically progress through five stages of 

development: forming, storming, norming, performing, 

and adjourning. Although not every team passes through 

each of these stages, those teams that do are usually 

better performers.  

 

Team cohesiveness and norms Teams tend to be most productive when they are highly 

cohesive and share common norms. Team cohesiveness 

is the extent to which team members feel attracted to the 

team and motivated to remain part of it. A team norm is 

a standard of conduct shared by team members that 

guides their behavior. 

 

Team conflict There are many potential sources of team conflict, 

including scarce resources, unclear roles, poor 

communication, and personality clashes. Cognitive 

conflicts are disagreements that focus on a problem and 

differences in opinion. Affective conflict disagreements 

are based on personal issues. 

 

The Importance of Effective Communication 

 

The process of communication Communication is the meaningful exchange of 

information and involves six elements: sender, message, 

channel, audience, feedback, and context. 
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Basic Forms of Communication  

 

Oral communication   Face-to-face, oral communication allows people to  

     combine words with such cues as facial expressions and  

     tone of voice. A vital component of oral communication  

     is listening, which can take the form of active listening,  

     polite listening, cynical listening, or offensive   

     listening. 

 

Written communication Includes reports, letters, memos, online discussion 

boards and social media, e-mails, and text messages. 

Many of these channels permit only delayed feedback 

and create a record of the message. 

 

Formal communication Messages that flow within the chain of command 

structure defined by an organization, such as downward 

communication messages from managers to 

subordinates. 

 

Informal communication Messages outside formally authorized channels within 

an organization’s hierarchy, such as the grapevine. 

 

Nonverbal communication Transmission of messages through actions and behaviors 

such as gestures, posture, eye contact, tone and volume 

of voice. About 70 percent of interpersonal 

communication is conveyed through nonverbal cues. 

 

External Communication and Crises Management 

 

External communication The exchange of meaningful information through 

messages transmitted between an organization and its 

major audiences, such as customers, suppliers, other 

firms, the general public, and government officials. 
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Business Vocabulary 

 

affective conflict  low-context culture 

cognitive conflict  nonverbal communication 

communication problem-solving teams 

conflict self-managed team  

cross-functional team stock options 

employee stock ownership plan (ESOP) team 

empowerment team cohesiveness 

external communication team diversity  

formal communication channel grapevine team level  

grapevine team norm 

high-context culture virtual team  

informal communication channel work team 

listening  
 
Application of Vocabulary 

 

Select the term from the list above that best completes the statements below. Write that term in 

the space provided. 

 

1. A small number of people with complementary skills who are committed to a common 

purpose, approach, and set of performance standards is known as a(n) 

___________________. 

 

2. ________________________________________is the extent to which team members 

are attracted to the team and motivated to remain part of it. 

 

3. Temporary combinations of workers who gather to solve a specific problem and then 

disband are known as _________________________________________. 

 

4. Teams can experience ________________________________, where there is an 

antagonistic interaction between parties. 

 

5. A small number of people with complementary skills who perform the day-to-day 

work of the organization make up a(n) ___________________________. 

 

6. __________________________ represents the differences in ability, experience, 

personality, or any other factor on a team. 

 

7. _____________________ is the average level of ability, experience, personality, or any 

other factor on a team. 

 

8. ______________________________________________ involves the meaningful 

exchange of information through messages. 
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9. Good communication depends a great deal on good ____________________, the skill of 

receiving a message and interpreting its meaning accurately. 

 

10. When communication flows through the chain of command, the 

______________________________ is in use. 

 

11. When communication occurs outside formally authorized channels without regard 

for the organization’s hierarchy of authority, it makes use of the_______________.  

 

12. Actions and behaviors also communicate meaning, and are collectively known as 

______________________________. 

 

13. Groups of geographically or organizationally dispersed coworkers who use a combination 

of telecommunications and information technologies to accomplish an organizational task 

are known as a __________________________. 

 

14. The unofficial internal channel of communication in an organization, which is both fast 

and surprisingly reliable, is known as the __________________. 

 

15. ____________________________ are work teams that have the authority to decide how 

its members complete their daily tasks. 

 

16. The meaningful exchange of information between an organization and its major 

audiences is known as _______________________________. 

 

17. A _______________________________  is made up of members from different 

functions, such as production, marketing, and finance. 

 

18. Companies granting ______________________ give employees the opportunity to buy 

shares of its stock at a set price during a given period of time. 

 

19. A _______________________________ is a standard of conduct that is shared by team 

members and guides their behavior. 

 

20. A _____________________________ is one in which communication depends as much 

on everything that surrounds the message as it does on the content of the message itself. 

 

21. In a ________________________________, communication relies on explicit and 

written messages. 

 

22. _________________________________ gives employees authority and responsibility to 

make decisions about their work without traditional managerial approval and control. 

 

23. Linking employee rewards to company performance through the use of a(n) 

___________________ gives employees ownership stakes in the company, leading to 

potential profits when the value of their firm increases. 

 

24. ____________________________ focuses on problem-related differences of opinion, 

and reconciling these differences strongly improves team performance. 
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25. ______________________________ refers to the emotional reactions that can occur 

when disagreements become personal rather than professional 

 

Analysis of Learning Objectives 
 

Learning Objective 9.1: Describe why and how organizations empower employees.  

 

Multiple Choice 

 

1. Modern organizations enhance performance through employee involvement using: 

 

 a. employee empowerment. 

 b. information sharing. 

 c. teamwork. 

 d. all of the above. 

 

2. By utilizing teamwork: 

 

 a. a firm’s response time and flexibility in meeting customer needs can be 

improved. 

 b. people work independently rather than collectively. 

 c. employees generally experience lower levels of performance. 

 d. everyone follows the creative lead of a single person. 

 

3. Employers that empower workers: 

 

 a. should avoid incentive pay programs. 

 b. needn’t give employees the respect that would be given to a partner. 

 c. should link employee rewards to company performance. 

 d. all of the above. 

 

4. An employee stock ownership plan (ESOP): 

 

 a. means workers work harder and smarter because they are part owners. 

 b. requires employers to share financial information about company assets, 

performance, and executive salaries with employees. 

 c. holds shares of the company’s stock paid for by the employer in a trust fund for 

the employees. 

 d. all of the above. 

 

 

Learning Objective 9.2: Distinguish among the top five teams in the workplace. 

 

True or False 

 

1. ______ Work teams are permanent small groups of people with complementary skills who 

handle the ongoing, day-to-day operations of the organization. 

 

2. ______ Problem-solving teams are temporarily assembled to solve specific problems and 

then disbanded. 
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3. ______ Team members hold themselves mutually accountable to achieve common 

performance goals. 

 

4. ______ A cross-functional team blends people from different areas of the organization to 

solve a problem or take advantage of a new business opportunity. 

 

5. ______   Cross-functional teams are groups of geographically or organizationally dispersed 

coworkers. 

 

6. ______ Virtual teams are conceptual ideas about how potential teams that are not yet created 

should be organized. 

 

 

Learning Objective 9.3: Identify the characteristics of an effective team and summarize the 

stages of team development. 

 

Multiple Choice 

 

1. Effective teams: 

 

 a. generally have 30 or more members. 

 b. typically have between 5 and 12 members. 

 c. work best if team member roles are ambiguous. 

 d. are more innovative if everyone has a common background. 

 

2. Effective teams require their members to fill all of the following roles, EXCEPT: 

 

 a. task specialist roles. c. dual roles. 

 b. socio-emotional roles. d. non-participative roles. 

 

3. Diverse teams: 

 a. allow a broader perspective in finding creative solutions. 

 b. are more innovative than homogeneous teams. 

 c. require special attention to the socio-emotional roles so everyone feels at home. 

 d. all of the above. 

 

4. Teamwork: 

 

 a. has no bearing on employee empowerment. 

 b. empowers employees while ensuring controls through mutual responsibility and 

accountability. 

 c. works best when there is a high degree of team conflict. 

 d. works best when there is a low degree of team diversity. 

 

 

Short Answer 

 

There are five stages of group development. Name and discuss each stage. 

 

1. 
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2. 

 

 

 

 

 

 

 

 

3. 

 

 

 

 

 

 

 

 

4. 

 

 

 

 

 

 

 

 

5. 

 

 

 

 

 

 

 

 

 

 

 

Learning Objective 9.4: Relate team cohesiveness and norms to effective team performance. 

 

True or False 

 

1.______ Productivity is enhanced when team cohesiveness is low. 
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2.______ Team cohesiveness is high when members are attracted to the team and motivated 

to remain in it. 

 

3.______ Team cohesiveness is improved when members interact frequently and enjoy being 

together. 

 

4.______ Team norms are shared values and expectations of team members. 

 

5.______ Team norms are generally formal, written guidelines. 

 

Learning Objective 9.5: Describe the factors that can cause conflict in teams and ways to 

manage conflict. 

 

Short Answer 

1. What are the key factors that can cause conflict within a team? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2. Describe the two types of conflict and how a team leader can overcome them. 

 

 

 

 

 

 

 

 

 

 

 

Learning Objective 9.6: Explain the importance of effective communication skills in business. 

 

True or False 

 

1.______ Most managers spend 80 percent of their time in direct communication with others. 

 

2.______ People with reasonably good English skills need not solicit feedback to ensure 

clear communication. 
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3.______ As organizations grow, communication problems tend to decline. 

 

4.______ Communication takes place within the business itself and also between the business 

and outside audiences. 

 

5.______ Encoding is anything that reduces the accuracy or fidelity of a message. 

 

6.______ In low-context cultures, the meaning of a message is less dependent on the 

situation than in high-context cultures. 

 

Learning Objective 9.7: Compare the different types of communication. 

 

True or False 

 

1.______ Formal communication channels within the organization generally follow the chain 

of command. 

 

2.______  In general, when verbal and nonverbal communication cues conflict, a 

communicator tends to believe the verbal elements. 

 

3.______ The grapevine is more rapid than formal communication channels and is 

surprisingly reliable. 

 

4.______ Oral communication can include meetings, voice mail, telephone conversions, and 

videoconferences. 

 

5.______ Gestures, facial expressions, posture, and body language generally have little 

impact on the meaning derived from oral communication. 

 

6.______ In today’s team environment, most organizations depend almost exclusively on 

formal communication. 

 
Learning Objective 9.8: Explain external communication and methods of managing a public 

crisis. 

 
Short Answer 

 
1. What is external communication? 
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2. What is the first thing a company should do when a public crisis occurs? 

 

 

 

 

 

 

 

 

 

 

Self Review 
 

True or False 

 

1.______  Team conflict is generally reduced when resources are scarce. 

 

2.______  When team goals are clear and communication within the team is good, greater 

cohesiveness can be expected. 

 

3.______  Vague assignments and roles are common causes of team conflict. 

 

4.______ A team leader can reduce conflict by clarifying member tasks and focusing 

members on broad common goals. 

 

5.______  Noise is anything that reduces the accuracy or fidelity of a message. 

 

6.______  The context of a message can change its meaning in high-context cultures. 

 

7.______ The meaning of a message in a low-context cultures tend to be literal. 

 

8.______ The feedback a sender receives may cause the sender to alter or cancel the original 

message. 

 

9.______ Good communication depends little on active listening. 

 

10.______ The clothing you wear or the car you drive can be a form of nonverbal 

communication. 

 

11.______ Research has demonstrated that the greater part of understanding a message is 

linked to the verbal, rather than nonverbal, cues the audience receives. 

 

12.______ The grapevine is a good example of an informal communication channel. 

 

13.______ In a high-context culture, communication depends more on nonverbal cues and the 

relationship between the communicators. 
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14.______ American business people may need to temper their dependence on explicit spoken 

or written messages when dealing with people from high-context cultures. 

 

15.______ People from all over the world share the same perception of what is an appropriate 

physical distance between people engaged in communication. 

 

16.______ The United States is a good example of nation that has a low-context 

communication culture. 

 

17.______ While communications problems can easily occur when translating into different 

languages, all English-speaking people use the identical vocabulary. 

 

Multiple Choice 

 

1. The first stage of team development, in which members get acquainted and oriented, 

is known as: 

 

 a. forming d. performing. 

 b. storming. e. adjourning. 

 c. norming. 

 

2. As teams develop, members may differ as they try to clarify expectations and roles in 

the stage of group development known as: 

 

 a. forming. d. performing. 

 b. storming. e. adjourning. 

 c. norming. 

 

3. When team members resolve differences and reach a consensus about the roles of the 

team leader and other participants, the group has reached the stage of group 

development known as: 

 

 a. forming. d. performing. 

 b. storming. e. adjourning. 

 c. norming. 

 

4. In the adjourning stage of group development: 

 

 a. the group often disbands. 

 b. the team’s experience and accomplishments are often summarized. 

 c. participants’ contributions are often recognized with some type of ritual. 

 d. all of the above. 

 

5. The grapevine is an example of: 

 

 a. oral communication. d. formal communication. 

 b. external communication. e. nonverbal communication. 

 c. informal communication. 

 

6. Visual cues are also known as: 
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 a. oral communication. d. formal communication. 

 b. external communication. e. nonverbal communication. 

 c. informal communication. 

 

 

7. Messages passed along in official channels occur in: 

 

 a. oral communication. d. formal communication. 

 b. external communication. e. nonverbal communication. 

 c. informal communication. 

 

8. Studies have found that work teams made up of a diverse group of people: 

 

 a. tend to find broader solutions. 

 b. tend to be more innovative. 

 c. are an important asset in our culturally diverse global environment. 

 d. all of the above. 

 

9. In written communication, a major component that is absent is: 

 

 a. oral communication. d. formal communication. 

 b. external communication. e. nonverbal communication. 

 c. informal communication. 

 

10. When the firm is communicating with customers, it is participating in: 

 

 a. oral communication. d. formal communication. 

 b. external communication. e. nonverbal communication. 

 c. informal communication. 

 

 

Application Exercises 
 

1. Tony Tavernelli is a product development engineer at an electronics company. He has 

come up with a new idea that top management believes could be the company’s next 

big winner, but he is meeting resistance from marketing, production, and finance 

personnel within his company. Some of their concerns are legitimate, and Tony feels 

unqualified to make recommendations in areas outside his engineering expertise. 

 

 Do you think Tony’s firm might benefit from the team approach in this situation? If so, 

what sort of team would you recommend and why? 
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2. You are presenting a new product idea during a lunch meeting. Describe the type of 

listening that the various audience members are engaged in. 

 

 

 a. Jill is looking in your general direction and seems to be listening: however, you 

note that she has no reaction to any of the points you raise. 

 

 

 

 

 b. Jim is watching you speak and writing down notes while displaying expressions of 

 interest.  

 

 

 

 

 c. Gina, who is hoping to be promoted to the same position as you, is eager to 

interrupt and make corrections while you are speaking.  

 

 

 

 

 d. Roger is consistently displaying expressions of disapproval on each point that you 

 make and shakes his head after each; however, he is not verbally making any 

 comments. 

 

 

 

 

 

Short Essay Questions 
 

1. What are the essential steps in any communication process? How important is listening to 

being an effective communicator? 
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2. What are teams, and what are the different types of teams used by firms today? 

 


