
Unit 1, Challenge 2 
 
1. Boundless atoms: Plagiarism, Avoiding Plagiarism When Using the Internet 
 
Story-based context: Nora and Sean are colleagues at a hardware distribution company. They 
both work as salespeople and split their time between calling and visiting existing and new 
customers. Nora has just joined the company and Sean is a ten-year veteran. They are both 
attending a full-day training session on building effective communication with customers 
delivered by a member of human resources, Olivia. 

 
Nora is new to the company and this is her first training with Olivia. Sean has attended many 
trainings led by Olivia and has attended a similar sales training delivered by a previous trainer 
years ago. After Olivia finishes the agenda for the day’s training, she says she is going to have 
the salespeople participate in an interactive activity and distributes a handout. Nora’s previous 
company used the same activity and handout in a similar training, so she is happy that she 
won’t be completely lost. 
 
Question stem and answers: Nora recognizes parts of the training presentation from a similar 
training given at her last company and tries to assess whether the speaker is plagiarizing. 
 
Classify the scenarios as intentional, deliberate or not plagiarism.  
 

Scenarios Unintentional  Deliberate  None 

A. Olivia, the trainer, found a presentation on a 
competitor’s website that was clear and concise. She 
picks out some key points, rephrases them, and then 
cites the website on her resources cited slide. 

 
B. Susan works in HR and is tasked with researching 
training activities and content for a cultural diversity 
training. She finds a great training curriculum on a 
blog and copies a few good lines because blogs are 
online for public use.  

 
C. Olivia’s assistant suggests a major improvement 
to the office’s training calendar. Olivia suggests the 
change to her boss at the next team meeting and 
says it was her own idea. 

 
D. Olivia works off her notes while writing her 
presentation slides. Part of her notes include some 
quotations from a communication expert, but she 
forgets to transfer the quotation marks and the 
expert’s name onto the slide. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

X 

 

 

 

 

 

 

X 

 

 

 

X 

 

     X 

Hint: What differentiates plagiarism from mere citation or quotation? 
  

https://www.boundless.com/communications/textbooks/boundless-communications-textbook/public-speaking-ethics-2/plagiarism-24/plagiarism-112-10647/
http://boundless.com/communications/textbooks/boundless-communications-textbook/public-speaking-ethics-2/plagiarism-24/avoiding-plagiarism-when-using-the-internet-113-10646/


Rationale: A is not plagiarism because the information was rephrased and the source was 
cited. B is deliberate (1) as you can never copy someone else’s words without permission or 
without crediting the source or author. C is deliberate because copying an idea is also 
plagiarism.  D is unintentional plagiarism. 
 
2. Boundless atoms: Public Speaking Ethics: “The Importance of Studying Ethics”, “Rules to 
Follow When Speaking” 
 
Story-based context:  Part of the communication training focuses on building rapport with a 
customer through active listening and question asking. 

 
“It’s important to build a relationship with every customer interaction. One method of doing that 
is to relate to the customer’s business and personal challenges,” Olivia said. “For example, if 
you are on the phone with a hardware store owner who is struggling with debt or having trouble 
accessing credit to buy stock, it’s a good idea to tell them you understand the challenges, as 
your father owned a small business and was put out of business by a large chain.” 
 
Nora interjected, “What if your father never owned a small business?” 

 
Olivia answered, “Well it doesn’t really matter, the customer doesn’t know that and you are just 
trying to relate to make them feel better doing business with you. Any other questions?” 
Nora leans over to Sean and whispers, “I’m not going to lie to customers to get them to buy from 
me. Isn’t that unethical?” 
 
“Yes, it is, but if it helps sales, the company likes it,” Sean replied. 
  
Question stem and answers: Nora is worried about being ethical while presenting her sales 
pitch to customers. Apply the qualities of an ethical speaker to determine whether each behavior 
is ethical or unethical.  
 

 

Behavior Ethical Unethical 

a. A sales person dresses in different clothes than usual in order to 
match the casual dress code in an office where they are pitching.  

X 
 

b. A speaker at a medical conference endorses a particular treatment as 
an expert and does not tell the audience the company who makes the 
treatment paid for his flights and hotel. 

 
X 

c. A motivational speaker declares that he beat cancer with positive 
thought alone. He never had cancer but he’s read this has happened and 
wanted to illustrate a point with an engaging story. 

 
X 

d. An expert speaker advocating for a policy change recuses themselves 
by declaring they have previously worked for a company that could 
benefit from the policy change.   

X  

Hint: What rules do ethical public speakers follow when speaking? 
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Rationale: It is ethical to change the visual delivery of your speech to mirror your audience (a – 
attire) but not to manipulate or fabricate the content just to make an audience more receptive. It 
is unethical not to disclose a monetary interest when an expert speaker is persuading an 
audience, as this is a conflict of interest (b). A speaker must recuse him or herself (such as in 
the last scenario) to be ethical (d)  It is also unethical to lie to evoke emotion when trying to 
persuade an audience (c). 
 
 3. Boundless atoms: ”Rules to follow when Listening”, Be a Serious Listener, Be an Open-
Minded Listener  
 
Story-based context: 
Sean is disillusioned with his company’s sales practices. He is unhappy with his commission 
structure and can’t see how Olivia is going to help him improve his paycheck by teaching him 
communication skills again.  He’d much rather be working and thinks the training is a waste of 
time, so he decides to catch up on e-mails. 
 
He finishes his e-mails during the first break but because he’s waiting for a reply, he leaves the 
phone on silent and checks it frequently for the rest of the day.   
 
Before the group breaks for lunch, Olivia, the trainer, asks everyone to summarize one key point 
from the morning’s session.  When it is Sean’s turn to share, he can’t remember one thing 
because he was so busy with his phone and mutters, “Pass.” After lunch Sean’s phone battery 
dies so he is forced to listen and participate. He realizes some of the terms in the presentation 
are unfamiliar so he raises his hand and asks for clarification. 
 
Question stem and answers: 
Select the rule of listening that Sean breaks in each paragraph of the story from the right column 
and put them in the order that they occur in the story in the left column. 

 

 
Hint: Think about the specific way that Sean is not following the rules of listening in each 
paragraph. 
 
Rationale: In the first paragraph, Sean is not being open-minded when he decides the training 
is a waste of time before it starts; (b). In the second paragraph, Sean is distracted by his phone; 
(a). In the third paragraph, Sean can’t summarize a key point for the trainer because he wasn’t 
paying attention (c). There is not excessive noise in the story, so (d) is incorrect. 
 

4. Boundless atoms: The 5 atoms in “Stages of Listening” 
 
Story-based context: Olivia, the sales trainer from human resources, played a tape of a phone 
call between a customer and one of their account managers. Nora listened carefully to try and 
pick up some pointers for her new job. She was surprised to notice that the account manager 

1. 

2. 

3. 

a. Eliminate distractions 

b. Be open-minded 

c. Be able to demonstrate active 

listening 

d. Don’t cause excessive noise 
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listened more than she spoke while the customer talked about the difficulty of selling building 
materials this past quarter. 
 
The account manager asked probing and open-ended questions at the beginning of the story. 
Then, later on, she repeated key points back to the customer to ensure she understood the 
dilemma before suggesting a couple of actions to improve building material sales or to change 
the order for the next quarter. 
 
After the tape finished, Olivia pointed out that next time the account manager heard from this 
customer, she was able to recall the customer’s challenges and ask about the proposed 
solutions. 

 
Question stem and answers: Connect the sales person’s process above with the five listening 
stages and order concepts below by the stage they occur in the listening process.  

 

1. 
2. 
3. 
4. 
5. 

a. The stage during which the listener determines the context and meaning of the words 
that are heard 
b. This stage occurs as the listener categorizes and retains the information gathered from 
the speaker 
c. The stage that involves hearing and attending 
d. The stage in which the listener provides verbal and/or nonverbal reactions to what they 
hear 
e. The stage during which the listener critically assesses the information received from 
the speaker 

Hint: Try working backwards by choosing the stage that requires the most specific information 
and understanding first and then work backwards to the most basic stage of listening.  

 
Rationale: The listening stages in order are ‘receiving’ - C, ‘understanding’ - B, ‘evaluating’ - E, 
‘responding’ - D, and ‘remembering’ - B. 

 
5. Boundless atoms: The 3 concepts in “Barriers to Listening” 
 
Story-based context: 
 
Nora’s new sales territory is the southwestern United States. She had always lived in New 
England and realizes she will need to adapt to a new culture of communicating to ensure she 
both sends and receives accurate messages to her new clients.   

 
Olivia provides Nora a tape of a phone call between Mike, a New Yorker, and Grace, a southern 
elderly woman who owns a hardware store. Nora listens to it on her computer and then 
considers whether the communication between the two people was effective. 
Grace begins the conversation with chit chat about the weather, her town, and her family. Mike 
interrupts her to ask about her inventory. Grace pauses before replying. Mike sighs and 
rephrases the question. Grace begins to tell a story about one of her customers and a project 
they are working on. Mike starts reeling off promotion prices and product numbers from his 
catalog. Grace asks him to repeat a number of items, so Mike says he will just send it all in an 
e-mail rather than repeat himself. Grace admits she doesn’t often use e-mail and would prefer a 
hard copy. The conversation ends abruptly when Mike says he has an important meeting and 
will call when he has more time to explain things to her.   
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It is clear to Nora that Mike thought Grace was slow and difficult and that Grace thought Mike 
was impatient and difficult to understand. 
Nora has a head start on Mike because she recognizes that cultural differences can be a barrier 
to communicating and is prepared to suspend judgement. 
Question stem and answers: 
Match the types of barriers to communication on the left to the corresponding examples on the 
right. 

Barriers Examples 

1. Gender 
2. Culture 
3.Technology 

a. Mike wants to send Grace e-mails despite her assertion that she is not sure 
how to open the electronic quotes and would prefer to order over the phone. 
b. Grace speaks slowly and with a strong southern accent. Mike speaks 
quickly and doesn’t pause between sentences. Grace repeatedly asks Mike to 
repeat what he’s said, and he gets frustrated as a result.   
c. Grace and Mike have difficulty scheduling the phone call because Grace 
and Mike have opposite schedules. Grace is usually only free in the mornings 
because she works the late shift, but Mike travels during the day, so he is 
usually only available in the evenings.  
 
d. Grace’s husband had a stroke 2 years ago and has retired from the 
hardware shop. Mike has failed to change the name on the account to Grace 
and continues to ask Grace whether her husband has approved the order. 
Grace eventually asks her son, the manager, to take his calls which slows 
down the ordering process as she approves all purchases. 

Hint: Look beyond the logistics in each situation to see what is actually causing the difficulty in 
each person understanding each other. Cultural differences can happen amongst people from 
the same race, background, and country.   

 
Rationale: Technology is a barrier in example a and will hinder Mike and Grace’s 
communication. Culture is a barrier in example b, as Mike is not accounting for Grace’s different 
pace and tone. Example c has nothing to do with gender, culture, or technology. Gender is a 
barrier in example d and is preventing good communication between the Grace and Mike. 
 
6. Boundless atoms: Stages of Listening; “The Receiving Stage” and “The Understanding 
Stage” 
 
Story-based context: Olivia, the human resources trainer, asked the group to focus on the 
initial stages in the listening process and make suggestions to improve Mike’s communication 
with his customer, Grace, that would have helped overcome cultural and technological barriers. 
 
Nora said, “If your listener can’t hear or process your words, then she definitely won’t 
understand and Mike should match the pace and tone of Grace who speaks with a slow 
southern accent. He might need to turn up the phone volume and not rush the conversation to 
the numbers side because Grace needs time to get up to speed.” 
 
“Those are both good points. Mike is dropping information on Grace out of context. She’s in the 
middle of another train of thought or unrelated task, so it’s unfair to expect her to catch right up,” 
said Olivia. 
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Question stem and answers Complete the description of the first 2 stages of listening that 
Nora references in her suggestions.  
 
Paired with hearing, a) __________ is the other half of the receiving stage. In the second 
listening stage, the listener must accurately identify certain sounds as words and determine b) 
________ and meaning in order to comprehend what they have heard. 
 
Word bank a) comprehension, attending, segmentation, speaking, understanding 
Word bank b) accents, segmentation, language, context, message 
 
Hint: Firstly, identify the first two stages of listening and remember what the listener must 
achieve in each stage in order to move on. 
 
Rationale: The right answer for (a) is attending. Comprehension is not part of the receiving 
stage. Segmentation is part of attending and is not the second half of the receiving stage. 
Speaking is part of the communication process, but not part of the first two phases. 
Understanding is the second stage. 
 
The right answer for (b) is context. “Accents should be taken in to account before determining 
meaning. Speech segmentation occurs before a speaker can get to understanding phase. If a 
listener can’t understand a language, they can’t determine meaning. The overall message is 
what the listener aims to understand by determining context and meaning. 
 
 
7. Boundless atoms: “The Responding Stage”, The Remembering Stage 
 
Story-based context: 
Jeff and Ali are two participants in a communication for salespeople training being given by 
Olivia at the hardware distribution company. There is a range of experience, knowledge, and 
interest in the training group. Sean is very experienced in sales, but shows little interest and has 
limited knowledge of academic communication and speaking best practices. Nora is new to the 
company and while she has limited experience, she has a high-level of interest and is eager to 
learn. 

 
The two remaining members of the training have little formal education, but lots of practical work 
experience. They find the classroom setting, language, and pace of the material overwhelming. 
While some of the training group nod along, tap their pens, or ask questions that build upon the 
material, others spend longer listening and need Olivia to repeat or clarify certain points before 
they nod or reply to questions. 

 
The training group illustrates how an audience moves through the listening process at different 
phases based on their own learning style and approach to listening. Speakers need to be aware 
of different types of responses and what they say about how their message is reaching their 
receivers or audience. 

 
Question stem and answers: 
The actions below are either part of the responding stage or the remembering stage of listening.  
 
Apply your knowledge of the ‘responding’ and ‘remembering stages’ and circle the actions that 
characterize the responding stage.  
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1. Answering sample exam 

questions for material just 

learned in a class. 

2. Asking a question or 

seeking more information 

3. Thinking about the examples 

given in the context of a book you 

have read recently 

4. Nodding at what the 

speaker is saying 

5. Furrowing your brow 

after hearing information 

you found confusing 

6.  Considering a speaker’s 

motivations and goals and how 

they compare to your own. 

 
Hint: In what ways do the two listening stages differ most?  
Rationale: 2, 4, and 5 are different types of response actions by a listener in the ‘responding 
stage’. The other actions are actions that are part of the ‘remembering stage’. 

8. Boundless atoms: Cultural Differences in Approaching Criticism 
 
Story-based context: 
At the end of the day’s training session there were 30 minutes set aside for written and verbal 
feedback by the six class members by Olivia, the trainer. She instructed the class to begin by 
taking turns telling her what worked well and what didn’t work well in today’s session.   
Because the six participants were all American, relatively the same age, and spoke the same 
language, they were all generally comfortable giving and receiving criticism in this manner. 
Comments focused on the individual's learning and experience in the training and were specific 
and straight to the point. One participant even suggested Olivia needed to use spell-check to 
ensure her presentation was professional. 
 
Olivia thanked everyone for their feedback and then asked the group if they thought this was the 
type of criticism people from other cultures would feel comfortable giving in a professional 
setting. One member of the group was from a Japanese family, and conjectured that Japanese 
business people on average might not feel as comfortable giving criticism to an individual in this 
manner as they were.  

 
Question stem and answers: 
Cultural differences play a role in giving and receiving criticism.  Rate the verbal style in the 
statements below as representative of low or high context culture. 

Feedback Low High 

1.“I find it helpful to learn by doing.” 
  

2.“The speech would be better if you used more visuals and talked less.” 
  

3.“I had a teacher who helped us remember material by doing role-playing in 
class.” 

  

4. “You should set up somewhere where the lighting won’t make it hard to see 
the slides.” 

  

5. “You need more evidence to support your argument.” 
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Hint: How do low and high context verbal styles differ? Is the United States generally a high or 
low context culture when it comes to verbal style?  
 
Rationale: 1 and 3 are classified as high context because they hint at or suggest improvements 
rather than directly address points that need to improved.  3, 4, and 5 are low context because 
they are direct and to-the-point in instructing the person what they should do differently. 
 
9. Boundless atoms: “Giving Effective Criticism: Be Positive, Specific, Objective, and 
Constructive”  
 
Story-based context: By the end of the training day Olivia, the trainer, was worn out. She 
found it difficult to make the material relevant to her colleagues and Sean’s disinterest had been 
obvious all day. She had tried to get him to participate but he had been a distraction all day in 
the room. She lost her train of thought when she heard a phone beep loudly and sighed. 
“Since you apparently don’t know the basic rules of professional courtesy, Sean, I will ask again 
for you turn your phone off,” snapped Olivia. 

 
“You’ve ruined the training today for not only you, but your co-workers. You’ve wasted all our 
time. I can only imagine how your manager and customers feel trying to communicate with 
someone as ignorant and rude as you!” she continued. 
 
Sean leapt up in anger, “You have no right to talk to me like that. I might have paid attention if 
there was any point to this training. What are we going to learn from some new girl from HR? 
Some of us could teach this training by now.” 
 
Sean stormed out of the room to get some air. 
 
Question stem and answers: The trainer broke all the rules for giving effective criticism by 
giving in to her frustration. 
 
Help Olivia implement the rules for giving effective criticism to Sean by selecting the best 
alternative to her criticism in the story. 
 
A. “Sean, you need to show us all some courtesy and pay attention. I have heard you are easily 
distracted and your participation in the training today has confirmed you need to improve your 
listening skills.  
 
B. “Your poor listening has ruined the training for you and your colleagues and I can imagine 
that your customers are frustrated by your lack of courtesy and attention.  
 
C. “I know we’ve all had a long day and covered a lot of material. I need you to listen and 
participate for one more short session. Please all ensure you are all giving the material your 
undivided attention for the last part of the training.  
 
D. “Sean, your phone use has distracted me, both as the speaker and listener, a number of 
times during the session. You will gain more from the material in the final session, by eliminating 
distractions and listening actively so you can contribute in the final group activity.” 
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E. “Sean, I need you to improve your listening skills so that your customers aren’t frustrated by 
your lack of attention or ability to fully understand what they are saying because you are 
answering emails while you are listening to them.” 
 
F. “Please put the phone away Sean. You haven’t paid attention to anything since I’ve started. 
You clearly don’t think the training is important or helpful but your attitude is disrespectful and 
unprofessional. Part of being a good communicator is being able to listen and understand 
regardless of your opinion.” 
 
 
Hint: How should you judge criticism as effective? What is the goal of constructive criticism? 
 
Rationale: (a) is not objective or specific and includes Olivia’s personal feelings. (b) is not 
constructive as it offers very broad criticism of Sean in general.  (c) Not specific enough to 
address Sean and since he’s not listened all day will mostly likely not resonate with him.(e) 
criticism goes too far to be constructive. Olivia is critical of his interactions with customers rather 
than just his poor listening in the training which is going to make Sean less receptive (f) uses 
attacking and personal language and so is not objective or constructive. (d) is constructive, 
specific and objective. It is well meaning and intended to assist Sean in improving his listening 
behavior in the training so he can learn. 
 

10. Corresponding Boundless atoms: Listening and Critical Thinking, The Importance of 
Listening, Causes of Poor Listening  
 
Story-based context: 
Sean didn’t engage in active listening skills throughout the entire HR training about 
communication techniques to improve relationships with customers. He was discourteous and 
distracted with his phone. He was close-minded about the topic and the ability of Olivia, the 
trainer, to teach him anything. He didn’t pay attention for the first-half, and then struggled to 
catch up with his colleagues in the afternoon once he tried to pay attention after his phone died. 
At the end of the session, while his colleagues gave thoughtful feedback to Olivia and each 
other on the training material and role playing, Sean muttered that he didn’t have anything to 
say. He looked unprofessional in front of his colleagues.  
 
The next day was worse because his boss asked him to undertake a review of his department’s 
accounts and sales metrics in relation to the communication principles taught in the training. His 
manager wanted him to include recommendations and present to senior management next 
week. 
 
 
Question stem and answers: 
 
Illustrate the relationship between critical thinking and active listening by completing the 
statements below. 

 
Sean should have used the three degrees of active listening, including repeating, ________ and 
reflecting, to thoroughly engage with the trainer yesterday and ensure he has mastered the 
material.  
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Sean will most likely struggle to complete an analysis, interpretation or explanation for the 
management because his ________________ prevented fully engaged listening.   
 
(a) analysis, remembering, evaluating. perceiving, paraphrasing,  
 
(b) lack of prioritization, low concentration, confirmation bias, emotions, cultural differences 
 
Hint: How does the active listening technique help listeners to engage in critical thinking? 
 
Rationale: Paraphrasing is the missing degree of active listening. Analysis is a critical thinking 
skill, remembering & evaluating are listening stages, perceiving is part of the active listening 
process – not one of the degrees; 
 


