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Preface and Acknowledgements
The M-PBEA Journal Fall 2012 edition brings together the current trends of the web and
technology with the best practices of our business education classrooms. From oral
presentations in an online learning environment, to multitasking as educators, to web use by
managers and consumers, the journal takes us through various components of today’s
learners. This fifth edition continues to expand the walls of our classrooms to include the
world.
As editor of the 2012 edition, I would like to thank all individuals who submitted manuscripts
for consideration in the journal. The time and effort spent researching and composing articles
shows a true commitment to the education profession and to the professional growth of fellow
educators.
Sincere appreciation and gratitude are extended to my husband, colleagues and all those who
played a role in the publication of the journal. The expertise that each shared in reviewing,
proofreading, and general support was invaluable. An additional thank you to the members of
the Review Board of Peer Evaluations who donated time from their busy (and relaxing)
summer schedules to review the original manuscripts and offer their expertise and advice to
our authors.
If you are interested in participating in the next M-PBEA Journal, the call for papers will be
posted at the Mountain-Plains Business Education Association’s website, www.mpbea.org.
Potential reviewers may contact the M-PBEA Journal Editor directly.
As educators, we have goals for our students including seeing them grow as learners, citizens,
and eventual professionals. We must not forget that we continue to be students ourselves.
The journal authors provide their insight that allows us to grow personally and professionally.
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The Oral Presentation: Enhancing the Experience in an Online
Business Communication Course
Marsha L. Bayless
Stephen F. Austin State University
Nacogdoches, Texas

Judith L. Biss
Stephen F. Austin State University
Nacogdoches, Texas

Betty S. Johnson
Stephen F. Austin State University
Nacogdoches, Texas

—————
This study addressed student and faculty experiences in using a commercially available website to facilitate the delivery and
evaluation of student presentations in the online business communication course. Of the students enrolled in online business
communication, 75 students participated in the study by sharing their perceptions of the effectiveness of the oral presentation
process. Additionally, their faculty members assessed the process from the instructor‟s perspective. The findings and
conclusion revealed that the process provided useful student feedback and was more effective than pedagogical methods tried
before.

—————

Introduction
Online business communication courses create unique challenges and opportunities for both students and
faculty. Faculty members must adapt their pedagogy to provide meaningful opportunities for comparable
instruction between online and face-to-face sections. One of the greatest challenges faced by business
communication instructors is the provision for oral presentations. As enrollments accelerate in online business
communication, the need for a manageable process for evaluating a student’s oral competence is essential.

Background
A student’s ability to use oral communication and presentation tools is a key requirement for many college
courses. In a face-to-face class, students may give individual and/or team presentations to fellow class members.
Providing a valuable oral communication experience for online business communication classes has long been
both an issue and a challenge. Early efforts to provide an opportunity for online presentations included student
use of video cameras to record presentations. This resulted in a variety of media formats leading to submission
and incompatibility issues.
By 2008, websites such as YouTube were being used as a way to view individual student presentations
(Green, 2008). In a class at Athens State University students were asked to develop a script, film a video, and edit
the product to produce an advocacy video that was posted to YouTube. Then a URL was sent out to those who
needed to critique the video, resulting in an enhanced experience for all (Rich, Cowan, & Herring, 2009).
While YouTube provided a way to eliminate a variety of media formats, there were issues with student
privacy and difficulties in successfully uploading videos. An ancillary problem was the lack of skill development
in presenting virtual presentations which did not have sufficient instructor feedback. In today’s competitive
environment, the ability to prepare a virtual presentation, as well as a face-to-face presentation, is a key skill
required for those in management positions. Designing an engaging and natural presentation is critical in any
presentation; however, virtual presentations require an additional skill set. For example, online presentations may
need to be more concise to keep the attention of the audience (Courville, 2011).
To meet the challenges of virtual student presentations, Jeff Lewis, business communication teacher at
Colorado State University in Ft. Collins, Colorado, developed an interactive website, YouSeeU.com, to enable
students to upload videos and to synchronize PowerPoint presentations with those videos. Through this
technology, the instructor can then provide detailed feedback throughout the presentation and save it for student
review. (Teaching communication one upload at a time, 2011).
Shaping Business Education
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Purpose
The purpose of this study was to explore faculty and student perceptions of using a specific presentation
website to prepare and produce oral presentations in online courses. The study will address student and faculty
experiences in using YouSeeU, a commercially available website, to facilitate the delivery and evaluation of
student presentations in the online business communication course.

Procedures
A pilot study using YouSeeU for oral presentations was conducted during Summer 2011 with students
enrolled in four online sections of basic business communication. Four faculty members participated in this pilot
study. Based on the success of that experience, YouSeeU was selected as the medium for submitting and
evaluating oral presentations in all online business communication courses for Fall 2011. Although the initial
experience was positive, additional assessment was needed to determine whether this approach was effective for
students and faculty use.
Students were introduced to the oral presentation website early in the business communication course. The
first presentation required of students was several minutes in length, accompanied by several slides. This
assignment was worth a small percentage of the total course grade, and provided students the experience of using
the presentation tool, receiving instructor feedback, and completing the assignment for fewer points than the
second presentation. The second presentation was longer in terms of time requirement and number of slides. It
was weighted with more points for the grade. Faculty members provided feedback for each presentation.
After the oral presentation assignments were completed and evaluated, the students were surveyed to
determine their perceptions of their online oral presentation experience. Additionally, faculty members were asked
to determine their perceptions of the benefits and challenges of the oral assignments using this technology.

Findings
During the Fall 2011 semester 75 students enrolled in online sections of basic business communication at a
AACSB-accredited university completed an electronic survey based on their experiences with the oral
presentation in the course.

Student Perceptions
The students used YouSeeU to prepare and upload one brief oral presentation and one longer presentation on
designated topics. Both of these presentations were individual presentations. When asked how beneficial the first
oral presentation was in preparing for the second presentation, 26.7% (20 students) felt it was extremely
beneficial; 30.7% (23 students) felt it was very beneficial; 32.0% (24 students) felt it was beneficial. Four
students (5.3%) in the last two categories rated the experience as somewhat beneficial or not beneficial. When
asked how many students actually read the instructor’s comments from the first oral presentation, 89.3% (67) of
the students indicated that they read the comments. One might logically assume that based on the instructor’s
critique of the first oral presentation, the students who read the comments would work to improve presentation
skills for the second presentation.
One concern of the faculty was the amount of time that students would be required to spend learning to use
the website, creating the presentation, uploading the presentation, and syncing slides with the video. In the faceto-face sections of the course, most faculty have required team oral presentations where students speak to the other
class members in a time span of 8-12 minutes using PowerPoint visuals to support the presentation. The majority
of the instructors do not record the in-class presentations. Therefore, students were asked to report how many
minutes they spent learning to use the YouSeeU website. Although 22.7% (17) of the students reported spending
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21 or more minutes on the learning process, the highest reporting category was 28.0% (21) students who said they
spent 11-15 minutes learning about the site. An additional 17.3% (13) students spent 16-20 minutes on the site.
The site requires students to record their presentation using a camera of their choice such as a video camera, a
webcam, or a cell phone. The recording is saved and uploaded by the student to the YouSeeU website. The site
processes the video so that PowerPoint slides created by the student can then be uploaded and connected or synced
to the video. The instructor sees a window to the left with the student’s video and a window to the right with the
student’s PowerPoint appropriately displayed during the presentation. When students were asked the amount of
time they spent to sync the video to the PowerPoint, the highest percentage was 29.3% (22 students) who reported
spending 11-15 minutes on the process. The next highest percentage was 21.3% (16 students) who indicated that
they spent 1-5 minutes on this process. Some students took more time with 20% (15 students) indicating that they
used 21 or more minutes.
Students were also asked to rate the similarity between their perception of the final presentation and that of
the instructor. On this item 38.7% (29) felt that the ratings were somewhat similar; 33.3% (25) didn’t know;
21.3% (16) thought the ratings were very similar; and 6.7% (5) students thought the ratings were somewhat
dissimilar. No students marked the category very dissimilar.
Students were asked to provide helpful suggestions to future students about the oral presentation experience.
They included the following:
· Don’t wait until the last minute.
· Don’t read the presentation because it sounds scripted.
· Don’t over rehearse.
· Keep eye contact with the camera.
· Watch the website tutorials which help a lot.
When asked if YouSeeU should be used for oral presentations in future online business communication
classes, 73.3% (55 students) said yes while 9.3% (7) said no. Additionally, 17.5% (13) said they were undecided.

Faculty Perceptions
Faculty was surveyed regarding their experience with the oral presentation website. One instructor felt that
the responses of students surveyed may have been negatively affected by some unexpected difficulty with the
website at the time one of the assignments was due. The other instructors had different due dates and did not
experience that problem. Faculty felt that the quality of the presentations were better than those often seen in face
-to-face classes. Faculty attributed this to the likelihood that students spent more time preparing and completing
the online oral presentation.
The faculty also thought that instructor feedback for the students was much better than that offered in a faceto-face class. Basically, in the online feedback, instructor comments could be written at any point in the
presentation and students could then replay their presentation and view suggested changes. Face-to-face
presentations that are not recorded cannot be played back with the appropriate comments at relevant points. The
faculty agreed that this product was a big improvement over other methods tried before such as YouTube, or
submitted videos or video files. In fact, faculty would like to be able to use the product in other business
communication classes offered by the department.

Conclusions
The majority of the online business communication students had positive experiences with the YouSeeU
product. Almost three-fourths of the students suggested that the program should be used for future online business
communication classes.
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The faculty reported that the product was a significant improvement over other methods that had been
tried for the oral presentation which is a required course component. In fact, the faculty would like to extend the
use of the product to other upper level business communication courses, many of which are online.

Implications for Future Research
The use of various types of feedback could be a valuable future research study. For instance, with this
product, instructors can key in comments or use those from a created list which appear as a student reviews the
video. Another option is to use a grading rubric which is totaled at the end of the evaluation. In addition, faculty
can create an audio critique or a visual and audio critique for students to see. With all of these options available,
faculty may want to experiment to see which methods provide the best feedback for students.
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E-Publish Your Own Business Content Using Today’s
Technology
Glenda M. Rotvold, Ph.D.
University of North Dakota
Grand Forks, North Dakota

Sandy J. Braathen, Ph.D.
University of North Dakota
Grand Forks, North Dakota

—————
More and more people are reading electronic books (e-books), or electronic publications (e-pubs) from their mobile devices
every day, carrying collections of books with little or no effort whenever and wherever they go. Imagine the possibilities of
being able to create your own digital publications or books, with your own customized information on any topic that you
choose and have it available at your fingertips anytime, anywhere. Using today‟s technology, you can become your own ebook creator. Explore how you can easily create e-books to store or present “your” content, “your” way quickly and easily
with little or no cost.

—————

Introduction
The shift from print to digital content has become and will continue to be a growing trend for the foreseeable
future, and is supported by various research statistics. Findings released April 4, 2012, by the Pew Research
Center’s Internet & American Life Project survey (Rainie, Zickuhr, Purcell, Madden, & Brenner, 2012) showed
that the share of adults in the United States who owned tablets nearly doubled from 10 to 19% in NovemberDecember, 2011, with the same growth shown in the e-book readers from 10 to 19% (Rainie et al., 2012). Other
findings from the survey showed that by February, 2012 the percent of American adults that reported they read an
e-book in the previous year increased to 21%, up from 17% in mid-December 2011. Also:
· 43% of Americans age 16 and older say they have either read an e-book or other long form
content in digital format on an e-book reader, tablet, computer or cell phone.
· The average reader of e-books reads more (24 books) than the non-e-book consumer (15 books)
over the past year.
· There are four times more people reading e-books on a typical day as compared to two years
ago.
· E-book reading happens across an array of devices (42% computer, 41% e-book reader, 29%
cell phones, 23% tablet computer) (Raine et al., 2012).
Advantages of electronic books (e-books) are numerous: customizable displays (capability to change font,
font size, or have it read aloud), built-in search capabilities, note taking and bookmarking options, light in weight,
environmentally green impact, cost savings, instant delivery, and real-time document updates (Gleason, 2012).
According to Gleason (2012), many schools are looking towards eBooks to reduce costs, reduce weight, and
provide flexibility; e-books should also make it easier to customize textbooks to meet the needs of their students.
Additionally, different learning styles can be accommodated through the potentially more interactive format which
can include audio, video, and animation (Abram, 2010).
Educators can take advantage of the advancements in electronic publishing and bring it into the classroom.
Electronic publishing can be used in a number of ways in and out of the classroom, both to assist learning and
assessment, and as a personal productivity tool. This article will provide an overview of electronic publishing and
will also provide suggestions for using electronic publishing in the classroom.
What is electronic publishing?
Electronic publishing, or e-publishing, can be defined as simply creating electronic books. Creating an e-pub
is as easy as (1) creating the document in electronic format, (2) converting the document to an electronic
publishing format, and (3) sharing the publication. There are several formats currently used for e-publishing;
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however, the electronic publication format (EPUB format) is recommended by these authors. The EPUB format is
an open standard developed by the International Digital Publishing Forum to create e-books. More information
about the EPUB standard is available on their web site at http://idpf.org/epub.
Why use EPUB format?
The EPUB open standard facilitates not only the creation of e-books without licensing fees, but also allows
the reader to use any number of different e-readers or devices to read these e-books. Types of devices include
desktop and laptop computers, digital audio players, e-readers, handheld mobile devices (including smartphones),
and tablets.
In addition, this format is designed to flow so that content does not have a set layout or set pages; the pages
are created dynamically by the device, allowing the e-reader to change font size on the go. Many reader programs
that support this open format exist for Windows and MAC computers. Also, many mobile or portable devices can
read these files, including, but not limited to iPad, iPhone, and iTouch through iBooks; the Nook; Sony Readers;
and Android devices through FBreader (Pot, 2010). Although Amazon’s Kindle cannot read the EPUB files, a
program such as Calibre can convert the files to a format (MOBI) that the Kindle can read.
How EPUB files can be created
A number of methods and tools exist to create EPUB files. Some of these methods and tools may offer more
flexibility and advanced formatting than others, provide the capability to add interactivity, and the option to add
media files such as audio and video. These interactive and multimedia-rich features can really engage today’s
learner. Not every situation requires interactivity or all of the advanced authoring capabilities. Many situations
only require a low-cost, compact, portable electronic format with search, highlight, and note taking capabilities.
To determine which method or tool(s) to use, consider the intended use of the e-book, the features desired in the ebook, and the need for simplicity and speed of creation.
For the novice or beginning user who wants to get started without a lot of learning overhead, the user could
start by creating a document in a familiar program such as Pages (Apple), Word (Microsoft) or InDesign (Adobe).
InDesign can natively save in EPUB format and Pages can export to EPUB format. Word would require saving
the document in HTML format and then using a program like Calibre to convert the file to EPUB format. Files
saved as PDF also can be converted to EPUB format by Calibre. It should be noted, however, that PDF files are
some of the most difficult types of files to convert. With that said, Calibre can still convert the files reasonably
well.
If a user has a number of documents already created with a specific program, he/she could combine those
documents into one file using the program originally used to create them. If the documents are in PDF format, the
user could merge the PDFs into one document using a program such as PDF Merge (available online at http://
www.pdfmerge.com ). PDF Merge can be downloaded or the conversion can be completed online on the website.
There are also links from the site to split PDF files, unlock restricted PDF files, or to add password protection to a
PDF for free. Once the PDF files have been merged into one file, the file can be converted to EPUB or other
format using Calibre.
When the electronic book needs to have interactivity, media files, or other more advanced features, then an
application specifically designed to create electronic books is needed. One such app is iBooks Author which is a
free Apple MAC application designed to create multi-touch textbooks. Design templates and widgets allow users
to add interactivity, media, and content. Books created can be saved as iBook files or exported as a PDF or text
file. Conversion to standard EPUB format, however, is still necessary if the user wants to display the e-books on
devices other than the iPad or iPhone. Additionally, certain interactive features may not be supported when that
conversion is made.
Shaping Business Education
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Other apps to build e-books include iPad and/or iPhone apps such as Creative Book Builder. Benefits of
Creative Book Builder include being able to import or embed various types of files as well as allowing any ebooks created to be read by any EPUB reader and not just the iPad or iPhone. Chapters created can include text,
video, music, images, multiple-choice questions, embedded files, and other content. Other iPad apps include Book
Creator and eBook Creator. These apps, however, may not include the capability to add interactivity.
Non-Apple apps include Sigil, a free WYSIWYG e-book editor available from Google. Users would create
the content in standards compliant semantic XHTML using a standard tool such as Dreamweaver, create style
sheets, and then further edit in Sigil.
e-Book Conversion
As previously stated, one tool for converting DOC and PDF files to EPUB format is Calibre. Calibre is ―a
free and open source e-book library management application developed by users of e-books for users of ebooks‖(About Calibre, n.d.,n.p.), which has a number of features including e-book conversion, syncing to e-book
reader devices, a comprehensive e-book viewer, library management, and online access to a user’s book collection
on their content server. The program can convert from a large number of formats to a large number of formats,
rescaling all font sizes so that the output e-book is readable regardless of the font sizes on the input document.
Conversion options include converting to and from MOBI format which the Kindle uses. The free download is
available for PC, MAC, and Linux systems. Calibre has received numerous excellent editor ratings from a variety
of sources.
Reading an ePUB
Once a file has been converted to EPUB format, the file can be opened directly in iBooks or another e-reader
program or device. Once a user has created an iBook or iBooks, the user can organize multiple books into
collections. Some of the useful features of iBooks include the ability to adjust the screen brightness, change the
font size, find words/characters/phrases through the built-in search feature, set bookmarks, highlight sections, add
notes, and print notes or PDF documents. iBooks can also read PDF documents; however, if they are in EPUB
format, the text becomes reflowable text. PDF documents also can be searched and highlighted within iBooks.
iBooks, 1.3 and later, includes an update that will allow reading of the book to the user. This feature can be
configured in the accessibility settings of an iPad, iPod, or iPhone. There are many possibilities for use of this
feature including assisting visually impaired students or students with reading disabilities.
Ways to use e-publishing
E-publishing can be used in a variety of ways within the classroom, both as a personal productivity tool and
as a tool for learning activities and assessment.
Productivity Tool. E-publishing is a simple way to organize any materials that a person would like to have
stored as a group. Prior to the start of a new school year, a teacher could organize all of their class handouts and
materials into e-books. The books can be organized according to chapters or sections that correspond with units in
the classes. Teachers may want to make the e-books available to students at the beginning of the year, or teachers
may elect to make individual books available during the related units of instruction. Imagine being able to carry
all the handouts and materials for the entire school year on your iPad or other electronic device anywhere you go!
Creating e-books is especially useful for classes where the textbooks are outdated or even non-existent. Any
class that requires numerous handouts is a class that can benefit from e-books. With e-books, teachers can save
valuable budget resources and promote a ―green‖ classroom or school because paper copies will no longer be
necessary. Students will not need to ask for another copy of the handout that they lost—the e-book can be
conveniently located on a server where students can sign in and obtain access. Students can save the e-books to
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their individual iPads, tablets, or e-readers. Because of the portability of e-books, students can easily take them
anywhere.
The portability of e-books is also a nice productivity tool for teachers outside the classroom. Rather than
make copies of reports or handouts for meetings, those items can also be organized into e-books. One book can be
made for each year or for each organization/committee. For example, while serving on professional association
boards, the authors of this article have found that volumes of paper reports are exchanged at each board meeting.
While the sharing of reports is necessary, one association has decided to save costs by emailing PDF files to the
board members. The individual board members can decide whether they want to print the files or whether they
want to simply read them as PDF files. However, using an e-book can take this process one step further. The
reports for each meeting could be organized into an e-book. One e-book could be created for each meeting or one
e-book could be created for each fiscal year. The meeting participants would be able to readily access the
information after the meeting, without having to wonder where they saved those PDF files. Not only does this
solution save paper, ink, and postage expenses; it also saves time and allows for more efficiency!
The personal uses of e-books are limited only to the imagination of the user. Virtually anything that can be
made into a document can easily become pages in an e-book. Paper documents can be scanned into PDF files and
included in an e-book. Of course, users will want to make sure all applicable copyright laws and regulations are
followed before creating an e-book containing any materials originally created by others!
Collaboration Tool for Millenials. Research on the millennial generation (those born between the 1980s
and the mid-2000s), shows that these students are technologically capable students who are easily bored, are very
social, and are confident, interactive learners. Millenials approach learning through experimentation and active
participation. Among the techniques suggested for teaching Millenials are group and team projects, working
together, and encouraging interaction and communication (Black, 2010; Roehling, Vander Koii, Dykema,
Quisenberry, & Vandlen, 2011; Worley, 2011). Because this generation of students is easily bored, Worley (2011)
suggests shifting the focus from teaching to learning, giving short, relevant writing assignments, using
assignments that deal with real-life issues of interest to the students, and allowing the student to discover learning.
E-books and e-publishing also can be used as a way for students to incorporate these techniques into the classroom
by allowing students to combine their efforts on collaborative projects. Any number of class projects could be
saved and shared as e-books from simple one-page documents to longer, more advanced team projects. The
projects could involve students working on team writing assignments, class projects, or student organization
projects and reports.
Students will find using the technology to create a book is easy and they can quickly see the compilation of
their work. For team writing assignments, students can work on making effective transitions between sections or
chapters and can realize the importance of completing team writing assignments with one voice throughout the
book.
Completed e-projects easily can be shared with other members of the class, parents, community members,
administrators or others as e-books.
Assessment Tool. E-books make it relatively easy to collect and store artifacts for summative assessment
and for program-level assessments. Departments (or other organized units) often keep sample copies of students’
work as verification data for assessment purposes. When accrediting agencies make their on-site visits and review
self-study reports, it is no longer enough for educators to ―say‖ their students are learning and progressing; the
accrediting agencies are holding educators responsible and are asking them to ―prove‖ it. One way this is done is
to provide the reviews with samples of student work as artifacts. Organizing the artifacts into e-books is a nice
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way to maintain the samples. They can be easily stored electronically, again eliminating the need for paper copies
to be stored for years in boxes or on shelves.
E-publishing can be used for students to easily compile electronic portfolios. Again, because an e-book can
be created from almost any electronic or paper document, students can organize their portfolio materials into an ebook. In situations where students are required to create a portfolio as a program completion requirement, having
e-books makes managing the numerous portfolios much easier. While paper portfolios either have to be stored in
a location where reviewers can access them or have to be passed on from one reviewer to another, e-books can be
made available to all reviewers simultaneously. Reviewers can review the e-books anywhere their electronic
reader will allow them to go.
E-books can be used like any other writing assignment to assess students’ understanding of a given topic area
or to assess students’ writing skills. The novelty of having students create e-books for their projects may inspire
them to work harder researching or spend additional time writing and editing their work; the idea of a ―book‖ may
be more professional sounding and may provide students the extra motivation to make the book more polished
than they would for other assignments. Their perception that a book is more important may be the motivation
needed.
Of course, care must be required to protect the privacy of students and their completed work. The ease with
which e-books can be shared, adds another level of security that is needed to protect the students and to maintain
the privacy of their work.

Conclusion
Creation and use of e-books is a growing trend that is here to stay for the foreseeable future. Research has
shown that the average reader of e-books reads more than the non-e-book consumer. It is possible that e-books
could be used as a new tool to engage students and to help increase their reading and writing skills.
With today’s technology, educators and students can easily become their own publisher. The variety of ways
for which e-books can be used is almost endless and limited only by one’s imagination. Consider creating e-books
as a way to store or present „your‟ content, „your‟ way quickly and easily with little or no cost.
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Look! Up in Cyberspace! Is it Web 2.0? Is it Web 3.0?
No! It’s SuperWeb – Technologies for the Classroom!
Susan Evans Jennings
Stephen F. Austin State University
Nacogdoches, Texas

Gail Weatherly
Stephen F. Austin State University
Nacogdoches, Texas

—————
Using the familiar Bloom‟s Taxonomy pyramid, traditionally applied in educational learning objectives, can be useful in
helping to choose the right technology to assist in reaching the desired educational outcomes. Many Web technologies
provide free or low-cost teaching tools. Some of the many options available for the computer are provided here along with
lesson ideas to incorporate these tools into the learning environment.

—————

Introduction
Faster than a speeding bullet, more powerful than a locomotive, able to leap . . . O.K., maybe that may be
taking it a bit too far. However, using Web technologies in your classroom might help turn you into Superteacher.
Without a doubt, the Web has changed the way most of the world lives. Conole (2010) noted ―technologies now
infiltrate all aspects of our lives and are recognized as important tools for education,‖ yet ―wide-scale uptake of
technologies has not occurred; there is a gap between the promise of technologies and actual practice‖ (p. 141). In
the business classroom, the use of Web 2.0 technologies is important on more than just an educational front. These
technologies are not only changing education, but they are also changing the way businesses operate. According to
Andriole (2010), when these technologies are properly deployed in the business setting they have the potential to
increase productivity and the competitive advantage in a cost effective manner. In using these technologies to
improve learning, students are also being prepared to be more successful when they begin their careers.
Web 2.0 or Web 3.0
In 2005, Tim O’Reilly and MediaLive International were credited with coining the term Web 2.0. They used
this term to describe the direction of the Web after the dot-com bubble burst that had happened in 2001. At this
time there were many who were questioning the validity of the World Wide Web hype. While brainstorming, the
participants formulated a list of some of the ways the Web had changed to merit this new 2.0 vision (O'Reilly,
2005). Web 1.0 was considered a repository and library of information. Web 2.0 moved from an environment
where information was presented, to an environment where information was exchanged. An emphasis is placed on
interactivity and Web user connections (Biring, 2012).
In the intervening seven years since that meeting, change has continued to occur and according to some we
are moving past Web 2.0 and approaching Web 3.0 where information will be personalized. In addition, it will
utilize comprehensive fields of information in order to enhance the intelligence and accuracy of Web search
results. Artificial intelligence will provide users with more useful information than simple keyword searches were
able to do (Biring, 2012). Apple iPhone’s Siri is an example of having information personalized and provided to
the user. Biring (2012) predicts that with Web 4.0 virtual worlds will become very important to the future. She
suggests that personal immersive virtual worlds will take the place of blogs or social media.
Technologies for the Classroom
Technology in itself is not a panacea for learning to occur in the classroom. A common saying in the early days of
computers was ―garbage in, garbage out.‖ That can also apply to the use of Web technologies in learning. The
correct technology to help achieve the learning objectives must be carefully chosen if it is to be successful. In
Shaping Business Education

12

M-PBEA Journal Fall 2012

deciding which technologies – or whether technologies – should be used, the first step should still be the learning
objective. Only then can a technology be chosen that will facilitate the desired learning (Bower, Hedberg, &
Kuswara, 2010). As educators it is also important that we provide students guidance on using these technologies
in an ethical and socially responsible manner (Asselin & Moayeri, 2011).
Bloom’s Taxonomy has both proponents and opponents in regard to its application to all levels of education.
Developed by a group of thirty-four educators, psychologists, and school examiners, the intent of Bloom’s
Taxonomy was to provide a classification system for test
questions and was part of a larger three-part system
(Booker, 2007). Bloom’s Taxonomy does provide a
systematic method for thinking about learning objectives.
These guidelines for learning objectives can be very useful
when looking at technologies and their application to
achieving those objectives. In this graphic, created by
Penney, one can see how Web 2.0 technologies can fall
into classifications that would help to decide which type of
technology could be used for a specific level of learning. It
is important to note, however, that these application levels
can certainly cross to different levels based on the manner
Figure 1: Web 2.0 Pyramid http://www.usi.edu/distance/bdt.htm
in which the technology is applied to the learning
exercise. In this article the authors will provide Web 2.0 technology resources from each of the six levels of the
pyramid and give an example of how it would fit into the classroom.
Remembering
Bloom’s first level, knowledge, is the recall of data or information. In an updated version of Bloom’s, this
level is called remembering. There are those who felt the concept of knowledge was done a disservice by placing
it at the bottom of the pyramid (Booker, 2007). Wineburg and Schneider (2009/2010) said that, ―Placing
knowledge at the bottom of the Bloom pyramid sends the wrong message about the importance of knowledge in
learning‖ (p. 56). However, it could also be looked at as the fact that knowledge is the foundation of all of the
other levels. Therefore, this placement makes it the most important. An application that would work well for
knowledge/remembering learning objectives is the Delicious social bookmarking site.
Exercise Example: Students will work in teams to develop a resource database of sites on
assigned topics.
Site Name: Delicious

Site Address: http://www.delicious.com

The welcome banner to this site reads, ―Delicious helps you find cool stuff and collect it for
easy sharing. Dig into stacks created by the community, and then build your own.‖
Delicious is a social media site, which has been around since 2003. Yahoo acquired
Delicious in 2005, and in 2011 it changed hands again and now is owned by AVOS
Systems (as is the similar site Trunk.ly). Basically, Delicious allows you to save and share
bookmarks. A new feature in Delicious is the ability to collaborate on ―stacks.‖ The stack
feature allows for joint compilation of content (Delicious, 2012). This would work well for
a team or class project to develop knowledge base.
Understanding
The second level to Bloom’s original taxonomy, comprehension, is about understanding the meaning,
interpolation, and interpretation of instructions and problems. Comprehension is being able to state a problem in
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one's own words. In the newer version of the taxonomy, it is called understanding. There are many online tools
that will assist in comprehension for the student. One of these online tools is called Quizlet, which allows students
to create flashcards. A familiar saying credited to famous atomic scientist Frank Oppenheimer is, ―The best way to
learn is to teach." Students are able to take information and create a tool that can be shared with their classmates.
Exercise Example: Using the database developed in Delicious, utilize Quizlet to develop
flashcards to help your classmates learn the main points of the topic under study.
Site Name: Quizlet

Site Address: http://quizlet.com

Quizlet enables students to use their own terms and definitions to create learning tools and
study games. There are various modes that can be used with Quizlet which include:
· Flashcard Mode – study cards with text and/or images for the learner to review
· Speller Mode – audio pronunciation of terms for the learner to type
· Learn Mode – a short-answer system that tracks each attempt and retests wrong
answers
· Test Mode – multiple options to check understanding
· Scatter and Space Race – video games to reinforce learning
Using this program, students can translate material into an online format that promotes
comprehension for themselves and others.
Applying
The third level to Bloom’s original taxonomy was application -- using a concept in a new situation or unprompted
use of an abstraction. It is being able to apply what was learned in the classroom into novel situations in the work
place. The word was changed to applying in the revised version. Application of knowledge can take on a wide
range of interpretations.
Exercise Example: Students will create a shared Evernote notebook to collaboratively
weave together audio, graphics, quotes from literary sources, Webcam shots, and other
materials, which can be used as a notebook presentation or as a resource when creating a
Site Name: Evernote

Site Address: www.evernote.com

Evernote allows compilation and synchronization of materials from a wide array of sources
into one space. This takes on new importance in today’s media-rich and interconnected
society. Students can share information from Evernote with others via Twitter, Facebook,
Email, and by a unique URL. What would be a text-only conversation or assignment can be
enriched with graphics, audio, and other resources and shared among group members in real
-time from a variety of Internet-ready devices. As with many of the other tools, various
levels of Bloom’s can be addressed using the Evernote program. Evernote has a free version
and a ―premium‖ version.
Analyzing
Anderson and Krathwohl (2001) defined Bloom’s fourth level as ―breaking material into constituent parts,
determining how the parts relate to one another and to an overall structure or purpose through differentiating,
organizing, and attributing‖ (pp. 67-68). Although Bloom was a Behaviorist, the emphasis on higher order and
critical thinking skills drew widespread adoption among Constructivists in K-12 education (Booker, 2007). The
Constructivist philosophy places emphasis on allowing students to solve real world problems. Tools that make
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problem-solving easier are vital to students as they manage more information than any preceding generation has
faced. A flow chart or a diagram is basically a way of analyzing complex information and reconstructing it into
something more manageable and easier to understand. Gliffy is one of the tools that will facilitate this exercise.
Exercise Example: Students work in groups to illustrate with Gliffy a complex process or
an organization‟s personnel structure in the form of a diagram, layout, chart, or flowchart.
Site Name: Gliffy

Site Address: http://www.gliffy.com

Gliffy’s website touts its application as a way to ―easily create professional-quality
flowcharts, diagrams, floor plans, technical drawings, and more!‖ Many times it is difficult
to describe in words what can be illustrated in a graphic format. For example, students can
more precisely define and present the complexity and hierarchy of an organization through
development of a one-page organizational chart.
Evaluating
In the original taxonomy, the fifth level was synthesis. In Penney’s pyramid, Bloom’s top two levels are
reversed to match the revised Bloom’s that was developed in the 1990s. This newer version moves Synthesis or
creating to the top level. A good way for students to evaluate is to gather data through surveying and then to
interpret the results of the data collected. Survey Monkey is a free service that can be used for this purpose.
Exercise Example: Students will prepare a survey of student opinions on their assigned
topic, and survey a prescribed number of participants. Students will then evaluate the
results of the survey to report to the class.
Site Name: Survey Monkey

Site Address: http://www.surveymonkey.com

Survey Monkey will allow for free online surveying using a ―Basic‖ account. There is no
software to install to use this tool. This account has a limit of ten questions on the survey
and allows for 100 responses per survey. The Basic plan also has fewer templates and has
no customized themes. However, it still has 15 types of questions just like the paid version.
The Select plan has unlimited questions and unlimited responses. However, this version has
a cost of $17 a month billed at $204 annually. There is also a Gold version that has
additional specialized features. Survey Monkey features an easy-to-use interface and a
variety of reporting options including the creation of charts of the data collected. Another
nice feature of the program is that as soon as a survey is completed, the responses can be
viewed and reports generated. This gives the user the ability to get immediate feedback.

Creating
Creating has replaced evaluation at the top of the pyramid in the updated Bloom’s Taxonomy. Bloom
explained his level of synthesis as the ability to combine extant elements into new forms and patterns, i.e.,
creativity (Booker, 2007). Students should be both encouraged and provided with support in shifting away from
passive learning approaches towards collaborative and interactive approaches (Abedin, 2011). The application
Prezi is an excellent way to afford students a creative canvas for individual or collaborative presentations.
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Exercise Example: Students will create a Prezi based on the data collected from the
Evernote notebook, Gliffy chart, and Monkey Survey research.
Site Name: Prezi

Site Address: http://www.prezi.com

The company website defines Prezi as, ―a cloud-based presentation software that opens up a
new world between whiteboards and slides. The zoomable canvas makes it fun to explore
ideas and the connections between them. The result: visually captivating presentations that
lead your audience down a path of discovery‖ (prezi.com/about). Instead of buying poster
board to create a poster or concept map, students can use this software, which allows them
to create non-linear presentations. There is no limit to the creativity they can exhibit. Prezi
is free when used as an online version. To be able to work offline on a project, it is
necessary to upgrade to their paid version. The ―Pro‖ version price is $159 a year, but for
educators the same version is only $59 a year. Prezi.com offers video tutorials that are
essential for beginners.
Summary
Technology should serve as a platform for promoting collaboration and learning processes. Cifuentes,
Xochihua, and Edwards (2011) suggested Web 2.0 technologies ―empower instructors to create student-centered
environments as never before because read/write tools empower learners to generate, share, and edit course
content‖ (p. 2). However, successful use can only occur when students are engaged in thinking processes that
allow that facilitation (Bower, Hedberg, & Kuswara, 2010). It is also important to move beyond using a Web 1.0
mentality to employing the interactive capabilities the ―New‖ Web has to offer whether Web 2.0 or Web 3.0. As
stated by Asselin and Moayeri (2011), ―The crucial role of schools in the world of the evolving web is not only to
use it to engage students and support their learning, but to guide students in ethical and socially responsible use of
the increasing complex and global worlds of the web‖ (p. vi-vii).
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—————
Basic mathematics skills of undergraduate business students were investigated during Fall 2011. Of ten math items, the
average score for men was 8.5; for women, the average score was 7.9 (p < .05). The topics of converting a fraction to a
percentage and converting a percentage to a fraction were the weakest performance items. While students whose first
language was English performed better than English Language Learners (ELL) on the math questions, the difference was not
statistically significant. The average score for Asian students was statistically significantly higher than the average score for
non-Asian students (p < .01). Significant differences in performance between Computer Information Systems (CIS) majors
and non-CIS majors were not found. Compared with others, male students believed that their math skills were above average.
Students 25 and younger performed better on the math items than students 26 and older (p < .001).

—————

Introduction
Several articles and studies in recent years have lamented the lack of basic mathematics skills in not only the
general public (Paulos, 1990), but also among undergraduate business students (Blaszczynski, 2001). Faculty
teaching upper-division undergraduate business courses have mentioned their frustration when students have
picked up their calculators to determine 10 percent of a number, rather than calculating the percentage in their
heads.
Purpose of the Study
The purpose of this study was to determine the level of basic mathematics literacy of business students as
measured through a mathematics survey. Determining the current skill level of students would enable the authors
to design any interventions needed to address any skill deficiencies.
Research Questions
For the purpose of the study, the following research questions were identified:
1. Were there any statistically significant differences between male and female students in
performance on the mathematics questions?
2. Were there any statistically significant differences between English first and English Language
Learner (ELL) students in performance on the mathematics questions?
3. Were there any statistically significant differences among Asian, Caucasian, and Hispanic
students in performance on the mathematics questions?
4. Were there any statistically significant differences between Computer Information Systems
(CIS) majors and non-CIS majors in performance on the mathematics questions?
5. Were there any statistically significant differences between male and female students in terms
of their rating of their math skills compared with the math skills of others?
6. Were there any statistically significant differences between younger students (25 years of age
or less) and older students (those over 25 years of age) in performance on the mathematics
questions?
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Review of the Literature
Literature that discusses basic mathematics skills will be presented in this section.
In his classic book Innumeracy, John Allen Paulos (1990) discussed the tendency of the general public to
display a lack of math facility when making career and business decisions.
The National Standards for Business Education (National Business Education Association, 2007) identified
number operations and relationships as a critical aspect of computation. Specifically, these standards focus upon
percentages, fractions, and decimals.
Blaszczynski (2001) discussed the importance of mathematics literacy stating, ―Mathematics literacy, also
known as numeracy, empowers students and consumers; mathematics illiteracy or innumeracy cripples students,
employees, and citizens. Basic mathematics skills serve as a foundation for the study of business‖ (p. 1).
In a study of 194 accounting majors that focused upon facility with mathematics, Blaszczynski and James
(2001a) ascertained that converting a percentage to a fraction and converting a decimal to a fraction were the
lowest proficiency problem types. Further, in a second study, the same researchers found that only 64% of the
participating students correctly responded to an order of operations problem (Blaszczynski & James, 2001b).
Pappanastos, Hall, & Honan (2002) studied 300 business students at two Alabama universities to determine if
students understood the correct order to use when solving a problem that required knowledge of the order of
operations. They found that one third of the participants applied the order of operations concept incorrectly.
Jones, Price, and Randall (2011) identified areas of weakness in mathematics skills of information systems
students.
Koedel and Tyhurst (2012) created sample resumes that were submitted for online job announcements. Some
resumes were designed to portray stronger mathematics skills than other resumes. Those resumes portraying
stronger math skills evoked greater employer interest. The authors interpreted the employer response to mean that
―stronger math skills positively affect labor-market outcomes‖ (p. 131). These study results confirm the assertion
of Lucy Sells (1992) that skill in mathematics is the critical filter for obtaining better or higher paying
employment.
Two National Business Education Association (NBEA) Yearbook chapters focused on numeracy
(Blaszczynski, 2005; Blaszczynski & Borja, 2008), but these chapters did not involve the reporting of original
research. While some previous studies discussed order of operations and other basic mathematics problems, no
recent study involving business students addressing these topics was located through a review of the literature.
Methods of Research
Based upon a review of the literature and the investigators’ experiences with students at a Western urban
university, the researchers designed a survey to gather information about basic mathematics skill levels of
students. The survey was piloted, and a few questions were modified to clarify wording for the reader.
In Fall 2011 term a 17-item survey was administered to students enrolled in five sections: three sections
were CIS courses, and the other two course sections were Business Communications, a junior-level course
required by all College of Business and Economics majors. The survey was administered online, and students
were informed that their responses were anonymous and would not be graded.
Ten survey items were basic mathematics problems that involved knowledge of the order of operations,
converting a decimal to a fraction, converting a decimal to a percentage, converting a fraction to a decimal,
converting a fraction to a percentage, converting a percentage to a decimal, converting a percentage to a fraction,
identifying the largest fraction, cubing a number, and using knowledge of percentages in a word problem. These
survey items are included at the end of the manuscript. The correct answers are identified by an asterisk.
A total of 101 students completed the survey. The demographics of the respondents are discussed below.
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Demographics
The demographics of the participants in terms of gender, age group, ethnicity, and first language spoken are
presented in the following paragraphs.
Approximately 55% (or 56) of the participants are male, and 45% (or 45) of the participants are female.
Twelve students or 12% were under 21, 51 students or 50% were between the ages of 21 and 25, 17 students or
17% were between the ages of 26 and 30, 9 students or 9% were between the ages of 31 and 35, 8 students or 8%
were between the ages of 36 and 40, 3 students or 3% were between the ages of 41 and 45, and one student or 1%
was over 50 years of age. Please note that the percentages exceed 100% due to rounding.
The ethnic breakdown of the participants was African American, 3 students or 3%; Asian, 36 students or
36%; Caucasian, 8 students or 8%; Hispanic/Latino, 40 students or 40%; Native American, 1 student or 1%;
Pacific Islander, 3 students or 3%; and Other, 10 students or 10%.
Approximately 15% (15 students) of the participants spoke Cantonese as their first language, 40% (40
students) spoke English as their first language, 4% (4 students) spoke Mandarin as their first language, 21% (21
students) spoke Spanish as their first language, and 21% (21 students) spoke a first language that was not listed on
the survey.
The number and percentage of students answering each question correctly is presented in Table 1. As
reported in Table 1, two items were answered incorrectly by over one third of the respondents. The first item
involved converting a fraction to a percentage, and the second item required converting a percentage to a fraction.
Table 1
Number and Percentage of Students Answering Correctly
____________________________________
Item No. No. Answering Correctly
%
7
98
97
9
85
84
10
92
91
11
89
88
12
62
61
13
95
94
14
61
60
15
89
88
16
100
99
17
81
80
_____________________________________
Results
The results section is organized by research question.
1. Were there any statistically significant differences between male and female students in performance on
the mathematics questions?
The mean math score of men was higher by 7% (p = < .05). Of ten questions, the average number
of correct answers for men was 8.5, while the average number of correct answers for women was
7.9.

Shaping Business Education

20

M-PBEA Journal Fall 2012

2. Were there any statistically significant differences between English first and English Language Learner
(ELL) students in performance on the mathematics questions?
While students whose first language was English performed better than English Language
Learners (ELL) on the math questions, the difference was not statistically significant.
3. Were there any statistically significant differences among Asian, Caucasian, and Hispanic students in
performance on the mathematics questions?
The mean math scores of Asian students was 11% higher than the mean math scores of nonAsians (p = < .001). The math scores of Asian students were higher than for Hispanic students by
12% (p = < .001). The mean math score for non-Hispanics was 8% higher (p = < .05) than the
mean math score for Hispanics.
4. Were there statistically significant differences between Computer Information Systems (CIS) majors and
non-CIS majors in performance on the mathematics questions?
There was no significant difference in performance on the mathematics problems between CIS
and other majors. Accounting students scored 12% higher on question 17, which was a word
problem that required calculating a percentage (p = 0.1).
5. Were there any statistically significant differences between male and female students in terms of their
rating (self-evaluation) of their math skills compared with the math skills of others?
Men are significantly more confident than women about their math ability (p = < .01).
Furthermore, Asian students score higher by 6% than Hispanic students in perceived math selfconfidence (p = < 0.01).
6. Were there any differences by age group (i.e., older students vs. younger students)?
There was a difference of 11% in the average math scores of younger students (25 and younger,
63 subjects or 62%) compared to older students (26 and older, 38 subjects or 38%). The younger
students averaged 8.6 for the math score, while the older students averaged 7.5 (with p = < .001).
Discussion
In a departure from the findings of Pappanastos, Hall, & Honan (2002) as well as the findings of
Blaszczynski and James (2001b), the order of operations item was answered correctly by almost all study
participants. Similar to the Blaszczynski and James study (2001a), converting a percentage to a fraction was one
of two questions answered incorrectly by over a third of the students. This question type is worthy of intervention.
While older students may have completed more rigorous mathematics instruction, their mathematics skills
may have atrophied because those skills have not been used recently. Perhaps the researchers should have
included a survey question about the most recent mathematics course that had been completed, including the date
the course was taken and the name of the course. Other pertinent information such as mathematics use at work
could have been collected.
Recommendations
Based upon the findings and discussion of the study, the following recommendations are presented:
1. This study should be replicated with a larger sample size over an extended period of time, at least a year,
to determine if the findings remain consistent over time. Further, additional questions could be added. Perhaps
students could be asked to describe how they solved problems. Such information could be helpful in designing
interventions for improving the understanding of percentages, an area of weakness identified by this study.
2. Designing and implementing interventions to improve student facility with converting a fraction to a
percentage and a percentage to a fraction should be undertaken to aid student understanding and accuracy.
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Survey Questions About Basic Mathematics
1. What is your gender?
a. Male

b. Female

2. What is your age group?
a. under 21
b. 21-25
g. 46-50
h. over 50

c. 26-30

d. 31-35

3. What is your ethnicity?
a. African American
b. Asian c. Caucasian
f. Pacific Islander g. Other
4. What is your first language?
a. Cantonese
b. English

c. Mandarin

e. 36-40

d. Hispanic/Latino

d. Spanish

f. 41-45

e. Native American

e. Other

5. What is your major (use next question if your major is not on this list of options)?
a. accounting
b. CIS c. economics
d. finance
e. international business
6. What is your major?
a. management

b. computer science

c. marketing

f. other

d. other

7. Compute the value of the following: 3 × 5 + 2
a. 21
*b. 17 c. 11
d. 3
8.How would you compare your math skills with other people?
a. Much better than average
b. Better than average
c. Average
d. Lower than average
e. Much lower than average
9. Convert the following decimal number to a fraction: 1.25
a. 1 + 0.25
b. 125
*c. 5/4

d. 100/4

10. Convert the following decimal number to a percentage: .67
a. 6.7
b. 67/100
c. .67%
*d. 67%
11. Convert the following fraction to a decimal number: 4/5
*a. 0.80
b. 20.0
c. (2 + 2) / 5

d. 4.5

12. Convert the following fraction to a percentage: 2 3/9
a. 23/9
b. 2.33%
*c. 233%

d. 21/9%

13. Convert the following percentage to a decimal number: 45%
a. 45/100
b. 4.5
c. 100/45
*d. 0.45
14. Convert the following percentage to a fraction: 85%
a. 0.85
*b. 17/20
c. 85x100

d. 100/85

15. Which one of the following numbers is larger: 3/5 or 2/3
a. neither
b. 3/5
c. cannot be decided without more information
16. Solve: 53
*a. 125

b. 25

c. 53

*d. 2/3

d. 5.3

17. Suppose someone makes $50,000 and they are given a 20% raise. What's their salary after the raise?
a. $50,000
b. $50,020
c. $1,000,000
*d. $60,000
e. $50,200
f. $100,000
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Multitasking: A Method of Madness
Patricia A. Robbins, PhD.
Adams State College
Alamosa, Colorado

—————
Multitasking is a way of life for the majority of productive individuals living and working in the 21 st Century. The computer,
internet, smartphone, and full schedule have motivated many individuals to accomplish more tasks in less time. Many now
believe that quantity is a reliable sign of increased productivity. The reality is that human beings are not as good at
multitasking as previously assumed—in fact we have become masters of a phenomenon called task switching, not
multitasking.

—————
Multitasking is nothing new and has been practiced for several decades; however, since the late 1990s and
early 2000s, it has become an integral part of our daily lives. Humans multitask naturally; we do have the ability
to walk and chew gum at the same time, but can we really think about two or more things at once? I remember
cooking dinner and helping my sons with homework (spelling, reading, math) at the same time; in fact, the kitchen
was where they completed the majority of their school work. It seemed only natural and efficient to accomplish as
much as possible in one time slot, since I was a nontraditional college student with two young sons to raise. I
recall my frustration that my computer at home and work would run only one application at a time and was
thrilled when computers evolved to multitasking capabilities. The ability to have multiple windows, tabs, and
programs open simultaneously and switch back and forth was nothing short of a miracle. In his article ―The
Ethics of Multitasking‖ Weinstein states that the technological advances that once seemed so liberating have now
become oppressive (2009).
Multitasking was originally used to describe the parallel processing abilities of computers; however, we now
use the term to refer to the human attempt to do as many things as possible in the shortest time as possible (Rosen,
2008). Many of us also included multitasking as a valuable skill on our resumes and bragged about our ability to
do so during the all-important job interview. Another definition of multitasking is conducting two unrelated tasks
at the same time (Eggers 2011), and this would include walking and talking at the same time, reading and chewing
gum, or playing the piano with the right hand and left hand simultaneously ( McGuinness, 2009), but most people
believe that multitasking means accomplishing and paying attention to two or more things at once.
Computers are able to multitask because they often have more than one processor; unfortunately, human
beings only have one processor (brain); therefore, it is impossible for us to truly multitask. According to John
Medina, a molecular biologist, author of Brain Rules, we can only concentrate on one thing at a time, when we try
to do multiple tasks that require attention, we are actually task switching (McGuinness, 2009). The human brain
cannot perform parallel processing that is required to multitask. Parallel processing is the use of two or more
processors to run different parts of the same computer program concurrently and merge the results. People who
seem to be quite accomplished at multitasking are actually capable of thinking faster so they switch from task to
task in rapid succession (Hildebrand, 2011). An efficient waiter may appear to multitask when he/she is able to
keep several orders in his/her head, but this is still the ability to memorize the orders (practice makes perfect) and
shift focus with amazing speed. I can talk on the phone, read emails, check Facebook all at the same time, but I
am only able to focus on one task at a time; therefore, I will miss part of the conversation or have to re-read an
email. This type of behavior actually means that it takes longer to accomplish the three tasks than it would have if
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I had done one at a time. Multitasking (task switching) actually is less productive than learning to do one thing at
a time—in other words doing one task really well instead of several tasks lacking in quality.
A research study conducted by Etienne Koechlin, director of the cognitive neuroscience laboratory at the
French National Institute for Health and Medical Research in Paris, published in Science April 2010, seemed to
indicate that humans may be better at multitasking than previously reported. The study discussed how the human
brain distributes two different goals to the hemispheres of the brain to prioritize the information. The end result
was that humans switch focus from one complex task to another, often quite rapidly, and are postponing one task
while executing the other (Harmon, 2010).
Several researchers and writers cite the myths of multitasking (Rosen, 2008), and as there is a commonality
among the supposed myths, I looked at four of these myths to see how they apply to the ―real‖ world. The first
myth is that most people assume that only younger workers multitask; however, a survey of 1,000 professionals
conducted by People-on the Go (a consulting firm that helps companies overcome information overload) found
that all workers up to age 65 admitted to interrupting work to check email or Facebook more often than they
should (Eggers, 2011). My immediate colleagues range in age of approximately 30-60, and I have observed
virtually all of them multitasking at one time or another. This includes Facebook, email, smartphones (texting
during a staff meeting) or even jotting notes on paper when talking with someone.
The second myth is that multitasking actually increases productivity; although, I would profess that I know it
decreases my own personal productivity. The research, again, shows that we are actually less productive because
of the re-focusing that our brain is forced to do when we multitask. According to Medina’s research in Brain
Rules, people who are interrupted take 50% longer to accomplish a task and make up to 50% more errors
(McGuinness, 2009). Most of us have had the experience of being interrupted during conversation and then being
unable to remember what we were talking about. This is another good example of the task switching that our
brain is performing when our attention is taken from one item to another. We may eventually recall what we were
saying but have lost precious time in doing so. The use of technology may delude us into believing that we are
more productive, because many of us answer emails and talk on the phone at the same time or drive while
listening to the radio; however, as the research has again shown, texting while driving has proven to be a deadly
combination (Hamilton, 2008). The serious car crash that may result has certainly not been very productive for
the victims.
The third myth that I found is that we believe that practice makes perfect, at least that is what we are told
when memorizing our lines for a theater performance or learning to play a musical instrument. There is a grain of
truth that practice makes perfect according to the two examples that I cited above; however, they are also based on
keeping focus on only one task at a time. People who think they are really good at multitasking are actually the
worst as Clifford Nass, a communications professor, at Stanford found in his research conducted in 2009 on media
multitaskers (Eggers, 2011). The constant task switching where we work on something only 2-3 minutes at a time
means that it is difficult to get involved deeply in an issue. I can see that this would interfere with the ability to
problem solve and think strategically; therefore, making mistakes that go unnoticed by the multitasker. Do I need
to be good at multitasking in order obtain the job of my dreams? Many companies advertise that multitasking is a
desired trait and also ask about multitasking abilities during an interview. This myth is controversial and meets
with a challenge from some, but more and more employers are finding that multitaskers are not what they really
need; they need critical thinkers and workers who know how to ―unplug‖ and focus when necessary.
Finally, multitasking may also affect our physical and mental health. Multitasking causes many people to
feel overwhelmed, thus creating stress which commonly results in headaches, stomach aches, and other physical
discomforts (Lopper, 2008). A study published in Proceedings of the National Academy of Sciences, April 2011,
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reported that multitasking affects short term memory, particularly in people older than 60. As our brains age, they
are less flexible in switching from one task to another after an interruption, because we stay focused on the
interruption longer than a younger person (Richtel, 2011). Individuals under age 30 have grown up in the
technology age where they are constantly ―plugged in‖ and deal with interruptions on a daily basis. This makes
me speculate (although I am not a scientist) whether brain development in the younger generation has somehow
―evolved‖ to deal with the interrupted lifestyle that is so common in the 21st Century.
In conclusion, I will continue to listen to music and sing along as I drive cross country alone, realizing that I
do so not to multitask but to stay awake. I will continue to check email while jotting notes and listening to
voicemail, recognizing that I am task switching, not multitasking. My brain like all other human brains prioritizes
tasks and focuses attention on one item at a time and may even ―switch‖ at incredible speed; however, I know that
productivity needs to remain high and stress needs to remain low in order to accomplish my work to the best of
my abilities. It is quality not quantity that really matters in the long run.
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Management’s Effective and Ineffective Use of Consumer
Online Review Websites
Elwin Myers
Texas A&M University-Corpus Christi
Corpus Christi, Texas

—————
This paper reviews the operation of online consumer reporting websites. These Internet sources are designed primarily for
allowing customers to spread their experiences—favorable or unfavorable--quickly and easily with other interested
consumers considering whether to patronize that business. The paper uses examples of specific consumer complaints posted
on the Yelp site. These postings illustrate how online consumer-reporting sources have been used effectively by consumers
reporting unfortunate incidents and businesses concerned and perceptive enough to monitor and respond to those incidents.
Also covered are the consequences of businesses that ignore their negative reviews or choose to respond in ill-advised
methods.

—————

Introduction
A customer at a Corpus Christi, Texas, bagel shop was understandably upset at receiving the wrong order.
The sandwich purchased did not contain the customary horseradish sauce the customer had come to enjoy. The
customer called the shop to voice a complaint and was annoyed that the store worker refuted the customer’s claim,
insisting that the horseradish sauce had indeed been spread on the sandwich.
The customer brought the dry sandwich back to the shop to show the argumentative employee and to request
that the sandwich be remade correctly. The second sandwich did contain horseradish—two tablespoons of pure
horseradish. When the customer’s mouth and mood cooled sufficiently, the customer complained again. This
time, however, the customer complained to a different source: a consumer-reporting website (―My Favorite
Muffin,‖ n.d.).
The action taken by the customer in the bagel shop incident is highly unusual. This person voiced the
complaint through three different channels—over the telephone, in person, and over the Internet. Most people
don’t complain multiple times. In fact, most dissatisfied customers do not bother to complain at all (―How to
respond,‖ 2011). For every person who complains directly to the store, 26 people do not, even though six of those
people’s complaints would be considered serious (Rand, 2005).
The reasons individuals may provide for not reporting a problem to the company include feeling ―it’s not
worth the time or trouble, they believe no one really cares, or they do not know how to complain‖ (―Giving the
customer a voice,‖ 1990). Other customers may choose not to complain because they are too busy and simply find
it easier to shop elsewhere. Other customers may be procrastinators who simply didn’t get around to complaining
while the offense was still fresh in mind. Finally, some people may feel that the problem is an on-going issue that
likely either has or will be reported by someone else (Rand, 2005).
Although most customers may not complain directly to the store, they most certainly will complain to others
with whom they come in contact. The average customer with an unresolved complaint is likely to tell 9 or 10 other
people; 13 percent will tell more than 20 people (Rand, 2005). Some of those 20 people will surely pass the
message along to their own acquaintances and before long the message has been heard by 50 people or more.
One final statistic: most customers (up to 70 percent) will return to a store if their problem issue is resolved;
this number jumps to over 90 percent if the issue is resolved quickly (Rand, 2005; Freeburn, 2009). The message
is clear: customers who complain are actually performing a valuable service to the company. First, the complaint
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allows the store an opportunity to win back an important customer. Second, it informs the company of an actual
or potential problem that the store may correct in order to avoid losing other customers for the same reason.
The purpose of this paper is to describe online consumer review sites and suggest steps that companies may
use to address negative reviews of their businesses posted on the sites. The paper will also identify actions that
should not be taken in response to negative customer reviews. Several actual postings from representative online
sites will be used to illustrate appropriate and inappropriate responses.
Online Consumer Review Sites
Online consumer review sites are Internet webpages that allow individuals familiar with specific businesses
to share their ratings, reviews, and experiences of those businesses with other interested consumers. Early versions
of these sites, such as Epinions, started to appear in the late 1990s as a tool to aid consumers in making informed
buying decisions (―About Epinions,‖ n.d.; ―Review rite,‖ 2011).
Most review sites depend on advertising revenue. A few sites charge a lifetime membership fee in order to
access reviews. Dr. Oogle, for example, requires a $15 membership fee to reveals its 136,902 patient reviews of
dentists and dental specialists throughout the country (―Patient questions,‖ n.d.).
Some sites, such as Yelp.com, Angieslist.com, local.yahoo.com, Google.com, judysbook.com,
Citysearch.com, and insiderpages.com, are general-purpose sites that permit responders to review a wide variety
of categories. According to its website, ―Yelp is the fun and easy way to find and talk about great (and not so
great) local businesses‖ (―yelp,‖ n.d.). Other sites are focused on a more specialized niche area. The travel
industry contains many sites devoted to rating food, lodging, and entertainment establishments.
Yelp is one of the larger and better-known review sites with more than 45 million reported visits within the
past 30 days. It provides a glimpse into the influence and popularity of this medium. It operates in a manner
similar to many review sites: individuals write a short narrative assessment and assign a rating of 1-5 stars. Most
consumer reviews are positive; 83 percent of the 15 million reviews rated businesses as 3 stars or higher (―About
us,‖ n.d.). According to the Nielsen Global Online Consumer Survey, 70 percent of respondents indicated trusting
consumer opinions posted online; the only more influential source was trusted recommendations from people they
know (―Global advertising,‖ 2009).
Responding to Every Online Consumer Review
Some sources suggest that company management should respond to every online review written about its
business—both positive and negative (―How to respond,‖ 2011). The Omni Bayfront Hotel in Corpus Christi,
Texas, is an example of a business that attempts to respond to all consumer reviews it receives on one online
source—TripAdvisor. Although the hotel is generally considered by locals to be the nicest hotel in town, it
received an average of 3½ stars (out of 5) by the 115 site reviewers—ranking it 15th of 77 hotels in Corpus Christi
(―Corpus Christi hotels,‖ n.d.). The Omni Bayfront has faithfully responded to all TripAdvisor postings since June
2010. Although the hotel has received consumer reviews in at least four other sources, such as Yelp.com,
hotels.com, yahoo.com, and travelpost.com, no other company response messages were found on any of those
sites.
Responding to all reviews lets readers know that their comments have been read and taken seriously. In many
cases, the writers’ objectives were simply to be heard and their opinions respected. Many writers are no doubt
surprised that the comments were actually read by the business and then impressed when the business takes the
time to thank them for bringing the item to their attention. It also shows that the business is willing to admit a
mistake or a shortcoming and interested in improving. Finally, it tells readers that their continued patronage is
desired.
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On the other hand, some people may be reluctant to write an unfavorable review knowing that company
management will respond to it. This omission may deny the business from receiving valuable input that no one
else may happen to share. In addition, since many of the responses are formatted in a similar format, readers may
feel that the responses are trite, insincere, and unlikely to effect any positive change.
Responding Selectively to Online Consumer Reviews
Many experts believe that not all reviews need to be addressed. Some reviews contain comments that
management really cannot or need not respond to. A reviewer from San Francisco gave the Gallo Center for the
Arts in Modesto, California, three stars for being ―classy but not world class‖ after watching a local production of
the Nutcracker with ―what seemed like half of the kids of the town‖ (―Gallo,‖ n.d.). The local readers of that
review should realize that the center does not claim to be world class, so an apology response is not really needed.
There are times, however, when a response is truly needed. If an online review is outright wrong, the
erroneous facts need to be corrected immediately. A reviewer once complained about a bar not seeming very
Irish, containing no Irish beer or Irish food, and seeming more like a generic sports bar. As it turned out, the
restaurant being reviewed was in fact a generic sports bar next door to an Irish pub. The owner of the generic
sports bar contacted the reviewer privately and explained that obvious mistake. The reviewer agreed to visit the
actual generic sports bar and soon after wrote a favorable review (―How to respond,‖ 2011).
Sometimes a reviewer may express an opinion that could cause readers to form an adverse impression. A
visitor to Sea World in San Antonio, Texas, was disappointed seeing ―very few animals.‖ A Sea World
representative responded delicately that perhaps the visitor had missed some of the animal shows. He provided a
link to a Sea World web page that listed four animal shows, eight animal exhibits, and eight animal encounters
(―Sea World,‖ n.d.).
If a reviewer misinterprets a situation, the business needs to correct that interpretation immediately. A
reviewer who dined at the Mission Inn Restaurant in Riverside, California, for example, wrote a blistering review
after noticing the credit card used to pay for the meal had been charged $10 more than authorized. The reviewer
assumed the waiter had tampered with the tip section of the credit card receipt by adding a ―1‖ in front of the ―5‖,
changing a $5 tip into a $15 tip. If the restaurant failed to respond to that review, other readers would assume that
the restaurant wait staff is dishonest and the management either condones or is ignorant of such actions. The
restaurant management responded to the reviewer’s claim by sharing the results of the investigation into what
caused the mistake. Whether management’s review was enough to earn back the trust of the diner is unknown;
however, the review should be sufficient to avert an adverse impression by other readers.
Responding Incorrectly to Online Consumer Reviews
As has been noted earlier, there is a definite time and appropriate manner in responding successfully to
negative online consumer reviews. On the other hand, there are totally unsuitable methods of responding that will
only make the situation worse. Three different response methods practiced by three different individuals serve as
excellent examples of what not to do.
Responding Harshly and Insulting to Reviewers
A patron posted an unfavorable review on Yelp after eating a pizza at Amy’s Baking Company in Arizona.
Rather than apologize or explain what may have happened with the pizza, the restaurant owner became defensive
about the reviewer’s comments. In this case, perhaps the best thing the owner could have done would have been
to ignore the review and simply do nothing. Instead, the owner posted her own response back to the patron on the
same online review site.
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The reviewer was chastised for having an ―unsophisticated palate,‖ not being able to recognize the difference
fresh and canned tomatoes. He was also called a ―moron‖ and admonished to ―do US a favor and keep your ugly
face and your ugly opinions to yourself and go back to the restaurant that you really work at!!‖ The owner’s
response made such a sensation on the site that it eventually made its way to a local television station, which
reported about it on their local newscast. The news report segment has made its way to YouTube, receiving 1,505
views. Typical YouTube comments were ―that is how not to handle a bad review‖ and ―they’re just continuing to
dig a PR hole deeper and deeper‖ (―Amy,‖ n.d.).
Suing Reviewers
Several professionals have sued clients for uncomplimentary reviews posted on online consumer reporting
sites. Santa Clara, California, dentist Yvonne Wong sued the parents of a client for making what she felt were
libelous claims against her practice. The parents posted on Yelp that Dr. Wong had filled a tooth using mercury
fillings. The dentist noted that the parents should have known that mercury was used in the son’s filling since
they signed a waiver form that disclosed it. Also in California, a San Francisco chiropractor sued a former patient
for libel for comments made on Yelp about the chiropractor’s billing practices (―Dentist,‖ 2009).
Suing patients or former patients for comments posted on online reporting sites seems counterproductive. In
both cases, the situations were reported in the press and generated considerable negative publicity. A more
effective method would seem to be to contact the patients in private, explain their side of the situation, and request
the patient to write a retraction. If that doesn’t work, then a politely worded counterstatement could be posted on
the same online reporting sites.
Physically Confronting Reviewers
Perhaps the worst possible reaction to a negative review on an online reporting site is to physically confront
the online reviewer. A San Francisco bookstore owner did just that. The bookstore owner first sent several angry
replies, then actually appeared at the online reviewer’s home. The Yelp reviewer called police, who eventually
arrested the bookstore owner and served him with a restraining order (Farooq, 2009; Yoo, 2009). The appropriate
course of action for the bookstore owner would be the same as for the restaurant owner, the dentist, and the
chiropractor mentioned earlier. If a civil response including a possible apology and/or explanation is not possible,
then simply do nothing at all.
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