
C5
1.
In an undifferentiated product market where companies compete solely on the basis of cost, the second most cost efficient producer has little difficulty competing with the most efficient manufacturer. 

A)
True
B)   False
C2
   2.
Which of the following would be an entry barrier? 

A)
large economies of scale 

B)
low switching costs 

C)
easy access to raw materials 

D)
low capital requirements 
C3
   3.
For a resource to provide a firm with potential sustainable advantages it must satisfy only two criteria: rareness and difficulty in substitution. 

A)
True
B)   False
C1
    4.
Successful organizations are effective in motivating people.  Employees work best when 

A)
they are asked to “do their best.” 

B)
work requirements are vague and unclear. 

C)
they are striving toward specific goals. 

D)
they are guided by an abstract mission statement. 
C3
   5.
The balanced scorecard enables managers to consider their business from all of the following perspectives except 

A)
customer perspective. 

B)
internal perspective. 

C)
innovation and learning perspective. 

D)
ethical perspective. 
C2
   6.
Interest rate increases have a ________ impact on the residential home construction industry and a ___ effect on industries that produce consumer necessities such as prescription drugs or basic grocery items. 

A)
positive; negligible 

B)
negative; negligible 

C)
negative; positive 

D)
positive; negative 
C1
   7.
The strategic management process entails three ongoing processes: 

A)
analysis, actions, and feedback. 

B)
analysis, decisions, and actions. 

C)
analysis, evaluation, and critique. 

D)
analysis, synthesis, and antithesis. 
C2
   8.
The more attractive the price/performance ratio of a substitute, the lower the level of industry profits. 

A)
True
B)   False
C4
   9.
As the competitive environment changes, strategic management must focus on different aspects of the organization.  Recently strategic management has moved from focusing on 

A)
intangible resources to tangible resources. 

B)
tangible resources to intangible resources. 

C)
working capital to fixed capital. 

D)
fixed capital to working capital. 
C4
   10.
In a 360-degree evaluation and feedback system, ______________ rate a person's skill and performance. 

A)
superiors 

B)
direct reports 

C)
colleagues 

D)
all of the above 
C5
   11.
Which of the following is false regarding how a differentiation strategy can help a firm to improve its competitive position vis à vis Porter's five forces? 

A)
by increasing a firm's margins, it avoids the need for a low cost position 

B)
it helps a firm to deal with supplier power and reduces buyer power since buyers lack comparable alternatives 

C)
supplier power is increased because suppliers will be able to charge higher prices for their inputs 

D)
firms will enjoy high customer loyalty, thus experiencing less threat from substitutes than its competitors 
C4
   12.
Recently, in developed countries, a knowledge worker's loyalty to his or her employing firm has _____________compared to his or her loyalty to his or her profession and colleagues. 

A)
increased 

B)
decreased 

C)
remained the same 

D)
no correlation when 
C2
   13.
Which of the following is an example of the interrelationship between the general and competitive environments? 

A)
A decline in a nation's educational standards results in a decline in the nation's productivity. 

B)
A country's technological inferiority results in its enactment of strong trade barriers against importation. 

C)
Increased awareness of personal health leads to lower demand, and greater rivalry in the alcoholic beverages industry. 

D)
Greater awareness of the environment results in environmental legislation. 
C3
   14.
Inbound logistics include 

A)
machining and packaging. 

B)
warehousing and inventory control. 

C)
repair and parts supply. 

D)
promotion and packaging. 
C4
   15.
One of the most important elements in a good employee is his or her attitude.  Firms should follow the adage “hire for attitude, train for skill.” 

A)
True
B)   False
C3
   16.
Which of the following is a support activity? 

A)
inbound logistics 

B)
operations 

C)
technology development 

D)
customer service 
C3
   17.
The three key types of resources that are central to the resource-based view of the firm are: 

A)
tangible resources, intangible resources, and organizational structure. 

B)
culture, tangible resources, intangible resources. 

C)
tangible resources, intangible resources, and organizational capabilities. 

D)
tangible resources, intangible resources, and top management. 
C2
   18.
Which of the following would be considered part of a firm's general environment? 

A)
decreased entry barriers 

B)
increased trade deficit 

C)
increased bargaining power of the firm's suppliers 

D)
increased competitive intensity 
C1
  19.
In order to increase their competitiveness, organizations must continually analyze their strategy and their competitive environments.  According to the text, strategy analysis includes 

A)
assessing intellectual capital as well as analyzing the internal and external environment. 

B)
formulating Internet and international-level strategy. 

C)
strategic leadership and fostering entrepreneurship. 

D)
strategy implementation and strategic controls. 
C3
   20.
A marketing department that promises delivery faster than the production department's ability to produce is an example of a lack of understanding of the 

A)
interrelationships among functional areas and firm strategies. 

B)
need to maintain the reputation of the company. 

C)
organizational culture and leadership. 

D)
synergy of the business units. 
C2
   21.
Which is considered a force in the “Five Forces model”? 

A)
increased deregulation in an industry 

B)
the threat of government intervention 

C)
rivalry among competing firms 

D)
recent technological innovation 
C4
   22.
Changes in our economy have forced firms to be more concerned with protecting their 

A)
knowledge workers. 

B)
social capital. 

C)
intellectual capital. 

D)
all of the above. 
C2
   23.
Delayed marriages, fewer people in relevant age groups, and rising interest rates dampening demand for houses illustrates 

A)
that more than one segment of the general environment may affect an industry. 

B)
that the global environment is not as powerful an influence as thought. 

C)
that macroeconomic forces dominate the general environment. 

D)
that the competitive environment often has a strong influence on the general environment. 
C1
   24.
In contrast to an organization's vision, its mission should 

A)
be shorter in length. 

B)
encompass both the purpose of the company as well as the basis of competition. 

C)
encompass all the major rules and regulations of the corporate work force. 

D)
be less detailed. 
C5
   25.
The opening case of Food Lion, Inc. illustrates the point that: 

A)
firms can differentiate their product/service offerings to such a great extent that it erodes performance. 

B)
firms that emphasize support activities too much will suffer performance declines. 

C)
firms that overemphasize overall cost leadership thoughout their value chain can experience low performance. 

D)
the key to success is effective production operations. 
C3
   26.
Which of the following examples demonstrates how successful organizations manage their primary activities? 

A)
By employing JIT inventory systems, Hewlett Packard has been able to cut lead time from five days to one. 

B)
Motorola has revised its compensation system to reward employees who learn a variety of skills. 

C)
National Steel improved its efficiency by consolidating, reducing the number of job classifications, and broadening worker responsibilities. 

D)
Wal-Mart implemented a sophisticated information system that resulted in reduced inventory carrying costs and shortened customer response times. 
C1
   27.
According to the text, organizational control is an important managerial activity.  Two types of control addressed are 

A)
informational and substantial. 

B)
substantial and behavioral. 

C)
substantial and total. 

D)
informational and behavioral. 
C2
   28.
An independent group of suppliers, such as farmers, gather to form a cooperative to sell their products to buyers directly, replacing their former distributor. This is an example of 

A)
threat of entry. 

B)
backward integration. 

C)
forward integration. 

D)
threat of substitute products. 
C4
   29.
Firm's such as E-Bay, Oracle, and Microsoft will tend to have a higher ratio of market value to book value than “industrial companies” such as General Motors and Nucor Steel. 

A)
True
B)   False
C5
   30.
Support value chain activities that involve excellent applications engineering support (technology development) and facilities that promote a positive firm image (firm infrastructure) characterize what generic strategy? 

A)
differentiation 

B)
overall cost leadership 

C)
differentiation focus 

D)
stuck-in-the middle 
C1
   31.
Many organizations have a large number of functional areas with very diverse, and sometimes competing, interests.  Such organizations will be most effective if 

A)
each functional area focuses on achieving their own goals. 

B)
functional areas work together to attain overall goals. 

C)
goals are defined at the bottom and implemented at the top. 

D)
management and employees have separate goals. 
C1   
32.
The hierarchy of organizational goals is in this order (least specific to most specific): 

A)
vision statements, strategic objectives, mission statements. 

B)
mission statements, strategic objectives, vision statements. 

C)
vision statements, mission statements, strategic objectives. 

D)
mission statements, vision statements, strategic objectives. 
C3
   33.
In value chain analysis, general management is considered part of a firm's infrastructure. 

A)
True
B)   False
C5
   34.
A differentiation strategy enables a business to address the five competitive forces by 

A)
lessening competitive rivalry by distinguishing itself. 

B)
having brand-loyal customers become more sensitive to prices. 

C)
increasing economies of scale. 

D)
serving a broader market segment. 
C3
   35.
___________ are associated with collecting, storing, and distributing the product or service to buyers. They consist of warehousing, material handling, delivery operation, order processing, and scheduling. 

A)
Services 

B)
Inbound logistics 

C)
Outbound logistics 

D)
Operations 
C1
  36.
Saatchi & Saatchi, one of the world leaders in the advertising industry, was very successful when they diversified into related areas such as marketing services, public relations, direct marketing, and promotion.  Such actions are examples of ______________-level strategy. 

A)
business 

B)
corporate 

C)
international 

D)
functional 
C3
   37.
For a resource to provide a firm with the potential for a sustainable competitive advantage, it must have four attributes. Which of the following is not one of these attributes: 

A)
rare 

B)
easy for competitors to substitute 

C)
valuable 

D)
difficult for competitors to imitate 
C2
   38.
According to a study by Harvard University and the Federal Reserve, information technology is responsible for _____ of the rapid productivity gains in recent years. 

A)
less than 10 percent 

B)
approximately 25 percent 

C)
almost half 

D)
nearly seventy-five percent 
C5
   39.
Which of the following descriptions of a product in the growth stage is true? 

A)
There are few forms of differentiation, emphasis is placed on efficiency, and there is a growing trend to compete on the basis of price. 

B)
There is an emphasis on product variety, prices are declining rapidly, and although the firm may be making a profit, cash flows may be negative. 

C)
There is an obsolescence of technologies, minimal capital investment is required, and consumer demand is satiated. 

D)
There is a tendency to hold on to competitive advantages, pricing can be volatile, and there is an opportunity to establish strong brand recognition. 
C4
   40.
Human capital includes 

A)
an individual's capabilities, knowledge, and skills. 

B)
the relationships between people. 

C)
the output from assembly line employees. 

D)
an improved product. 
C5
   41.
An important advantage of first movers or “pioneers” in a market is that they may establish brand recognition that may later serve as an important switching cost. 

A)
True
B)   False
C4
   42.
Rather than focus solely on financial considerations, many firms offer attractive benefits to entice employees to stay.  These may include on-site daycare, on-site gyms, and on-site stores. 

A)
True
B)   False
C1
   43.
As firms work to become more efficient and effective in the global business environment, they are forced to continually innovate.  Innovation in an organization 

A)
will always increase a firm's performance. 

B)
may enhance or destroy a firm's capabilities. 

C)
should not be pursued by industry leaders. 

D)
happens only incrementally. 
C5
   44.
High product differentiation is generally accompanied by 

A)
higher market share. 

B)
decreased emphasis on competition based on price. 

C)
higher profit margins and lower costs. 

D)
significant economies of scale. 
C4
   45.
The text suggests that talented professionals are typically most concerned about financial rewards.  Money is the top reason why such employees take and leave jobs. 

A)
True
B)   False
C3
   46.
In value chain analysis, the activities of an organization are divided into two major categories of value activities: primary and support. Which of the following is a primary activity? 

A)
purchasing key inputs 

B)
recruiting and training employees 

C)
repairing the product for the consumer 

D)
monitoring the cost of producing the product through a cost accounting system 
C5
   47.
The size of pricing and differentiation advantages between competitors decreases in which stage of the market life cycle? 

A)
introduction 

B)
growth 

C)
maturity 

D)
decline 
C4
   48.
In order to take advantage of investment in human capital a firm should 

A)
rotate workers through functions in the company as quickly as possible. 

B)
refrain from training individual employees. 

C)
establish practices that will enhance employee retention. 

D)
none of the above. 
C5
   49.
Primary value chain activities that involve the effective layout of receiving dock operations (inbound logistics) and support value chain activities that include expertise in process engineering (technology development) characterize what generic strategy? 

A)
differentiation 

B)
overall cost leadership 

C)
differentiation focus 

D)
stuck-in-the-middle 
C4
   50.
Among the downsides of social capital is/are: 

A)
high social capital may breed “groupthink,” i.e. a tendency not to question shared beliefs. 

B)
socialization processes whereby individuals are socialized into the norms and values of the organization may become expensive. 

C)
individuals may become less willing to collaborate on joint projects. 

D)
a and b 
C2
   51.
A large fabricator of building components purchased a steel company to provide raw materials for its production process. This is an example of 

A)
backward integration. 

B)
economies of scale. 

C)
forward integration. 

D)
product differentiation. 
C3
   52.
Value chain analysis assumes that a firm's basic economic purpose is to create value and it is a useful framework for analyzing a firm's strengths and weaknesses. 

A)
True
B)   False
C1
   53.
Effective leaders must engage in many different activities.  According to the text, these activities include 

A)
setting a direction and designing the organization. 

B)
developing an organization that is committed to excellence. 

C)
developing an organization that is committed to ethical behavior. 

D)
all of the above. 
C3
   54.
Gillette combines several technologies (e.g., metallurgy, physiology, physics) to attain unparalleled success in the wet shaving industry. This is an example of their 

A)
tangible resources. 

B)
intangible resources. 

C)
organizational capabilities. 

D)
strong primary activities. 
C2
   55.
All of the following are important elements of the political/legal segment of the general environment except 

A)
the deregulation of utilities. 

B)
The Americans with Disabilities Act (ADA). 

C)
the increased use of Internet technology. 

D)
increases in the federally mandated minimum wage. 
C5
   56.
Creating a niche by differentiating one's product or service often allows small firms to compete successfully with market leaders. 

A)
True
B)   False
C5
   57.
As markets mature 

A)
costs continue to increase. 

B)
application for patents increase. 

C)
differentiation opportunities increase. 

D)
there is increasing emphasis on efficiency. 
C4
   58.
Generally, employees are most likely to stay with an organization if 

A)
the employer provides high salaries to technology professionals. 

B)
the organization's mission and values align with the employee's mission and values. 

C)
the firm is in a high tech industry. 

D)
the mission and values of the organization change often. 
C3
   59.
Ratios that reflect whether or not a firm is efficiently using its resources are known as 

A)
activity ratios. 

B)
leverage ratios. 

C)
liquidity ratios. 

D)
profitability ratios. 
C2
   60.
Scanning the general environment would identify information on 

A)
substitute goods. 

B)
the aging population and ethnic shifts. 

C)
customer and firm bargaining power. 

D)
competitive rivalry. 
C3
   61.
Which of the following lists consists of support activities: 

A)
human resource management, technology development, customer service, and procurement 

B)
human resource management, customer service, marketing and sales, and operations 

C)
human resource management, information systems, procurement, and firm infrastructure 

D)
customer service, information systems, technology development, and procurement 
C3
   62.
A resource is valuable and rare but neither difficult to imitate nor without substitutes. This should enable the firm to attain 

A)
no competitive advantage. 

B)
competitive parity. 

C)
a temporary competitive advantage. 

D)
a sustainable competitive advantage. 
C5
   63.
One aspect of using a cost leadership strategy is that experience effects may lead to lower costs. Experience effects are achieved by 

A)
hiring more experienced personnel. 

B)
repeating a process until a task becomes easier. 

C)
spreading out a given expense or investment over a greater volume. 

D)
competing in an industry a long time. 
C4
   64.
The makeup of goods and services in the Gross Domestic Products of developed countries has changed over the last decade.  More than 50% of the value of GDP of developed countries is based on 

A)
clothing and apparel. 

B)
capital accumulation. 

C)
financial management. 

D)
knowledge. 
C5
   65.
All of the following are potential pitfalls of a differentiation strategy except: 

A)
uniqueness that is not valuable. 

B)
too high a price premium. 

C)
all rivals share a common input or raw material. 

D)
perceptions of differentiation may vary between buyers and sellers. 
C5
   66.
A narrow market focus is to a differentiation-based strategy as a 

A)
broadly-defined target market is to a cost leadership strategy. 

B)
growth market is to a differentiation-based strategy. 

C)
growth market is to a cost-based strategy. 

D)
technological innovation is to a cost-based strategy. 
C3
   67.
A primary benefit of the “balanced scorecard” is that it complements financial indicators with operational measures of customer satisfaction, internal processes, and the organization's innovation and improvement activities. 

A)
True
B)   False
C5
   68.
The text discusses three approaches to combining overall cost leadership and differentiation competitive advantages. These are the following except 

A)
automated and flexible manufacturing systems. 

B)
exploiting the profit pool concept for competitive advantage. 

C)
coordinating the “extended” value chain by way of information technology. 

D)
deriving benefits from highly focused and high technology markets. 
C5
   69.
Research has consistently shown that firms that achieve both cost and differentiation advantages tend to perform 

A)
at about the same level as firms that achieve either cost or differentiation advantages. 

B)
about the same as firms that are “stuck-in-the-middle.” 

C)
lower than firms that achieve differentiation advantages but higher than firms that achieve cost advantages. 

D)
higher than firms that achieve either a cost or a differentiation advantage. 
C2
   70.
The most intense rivalry results from 

A)
numerous equally balanced competitors, slow industry growth, high fixed or storage costs. 

B)
few competitors, slow industry growth, lack of differentiation, high fixed or storage costs. 

C)
numerous equally balanced competitors, manufacturing capacity increases only in large increments, low exit barriers. 

D)
a high level of differentiation. 
C5
   71.
The growth market is characterized by 

A)
“in-kind” competition (from the same type of product). 

B)
premium pricing. 

C)
a growing trend to compete on the basis of price. 

D)
retaliation by competitors whose customers are stolen. 
C1
   72.
An organization's mission statement and vision statement set the overall direction of the organization.  Strategic objectives 

A)
operationalize the mission statement. 

B)
modify the mission statement. 

C)
are a shorter version of the mission statement. 

D)
are only clarified by the board of directors. 
C3
   73.
How should managers assess changes in their firm's competitive position in their industries during a period of unusual economic growth? 

A)
Compare the firm's financial ratios with ratios of firms in other strategic groups in the industry. 

B)
Compare the firm's financial ratios over the most recent one-year period. 

C)
Compare the financial ratios of all firms in the country's industry—some of whom serve very diverse market segments and have specialized accordingly. 

D)
Compare the financial ratios of firms in the company's strategic group. 
C3
   74.
Which of these categories of financial ratios is used to measure a company's ability to meet its short-term financial obligations? 

A)
leverage ratios 

B)
profitability ratios 

C)
activity ratios 

D)
liquidity ratios 
C5
   75.
The most likely time to pursue a harvest strategy is in a situation of 

A)
high growth. 

B)
strong competitive advantage. 

C)
mergers and acquisitions. 

D)
decline in the market life cycle. 
C1
   76.
The four key attributes of strategic management include the idea that 

A)
strategy must be directed toward overall organizational goals and objectives. 

B)
strategy must be focused on long-term objectives. 

C)
strategy must be focused on one specific area of an organization. 

D)
strategy must focus on competitor strengths. 
C1
  77.
According to the text, the “triple bottom line” approach to corporate accounting includes which three components 

A)
financial, environmental, and customer. 

B)
financial, organizational, and customer. 

C)
financial, environmental, and social. 

D)
financial, organizational, and psychological. 
C2
   78.
Which of the following firms would likely pose the least competitive threat? 

A)
a firm in the same industry and in the same strategic group 

B)
a firm that produces substitute goods to your product line 

C)
a competitor to your product where a high switching cost exists 

D)
a firm in the same industry and in the nearest strategic group looking to join your group 
C2
   79.
Competition tends to be more intense among firms within a strategic group than between strategic groups. 

A)
True
B)   False
C1
   80.
As our world increases in complexity, the global environment is increasingly competitive and challenging. The key to effective globalization is 

A)
the flow of goods. 

B)
more people speaking more languages. 

C)
the flow of capital, people, and information. 

D)
governmental regulations. 
C1
   81.
An organization is responsible to many different entities. In order to meet the demands of these groups organizations must participate in stakeholder management.  Stakeholder management means that 

A)
stockholders interests are not the only interests that matter. 

B)
stakeholders are second to the stockholders. 

C)
stakeholders and managers inevitably work at cross-purposes. 

D)
all stakeholders receive financial rewards. 
C1  
82.
Symbiosis is the ability to recognize interdependencies among the interests of multiple stakeholders within and outside an organization. 

A)
True
B)   False
C2
   83.
Increasingly larger numbers of women entering the work force since the early 1970's is an example of 

A)
demographic changes. 

B)
political and legal environmental changes. 

C)
sociocultural changes. 

D)
technological developments. 
C2
   84.
A supplier group would be most powerful when there is/are 

A)
many suppliers. 

B)
few substitute products. 

C)
low differentiation of products supplied. 

D)
high threat of backward integration by the buyers. 
C2
   85.
Porter's five forces model helps to determine both the nature of competition in an industry and the industry's profit potential. 

A)
True
B)   False
C4
   86.
Organizations are increasingly using teams for many reasons.  The difference between a good team and an outstanding team has been found to be 

A)
the combined technical skills of the members. 

B)
similarities in the way team members solve problems. 

C)
the way team members treat each other. 

D)
similarities in the age and experience of team members. 
C2
   87.
Environmental scanning and competitor intelligence provide important inputs for forecasting activities. 

A)
True
B)   False
C5   
88.
As markets mature, firms should attempt to compete on the basis of _______. 

A)
quick response 

B)
differentiation 

C)
cost leadership 

D)
market focus 
C1   
89.
Social responsibility is the idea that organizations are not only accountable to stockholders but also to the community-at-large. 

A)
True
B)   False

C1   
90.
Strategic objectives should be measurable, specific, appropriate, and realistic, but not constrained by time deadlines. 

A)
True
B)   False
C1
   91.
Peter Senge, of M.I.T., recognized three types of leaders. _______________ are individuals that, although having little positional power and formal authority, generate their power through the conviction and clarity of their ideas. 

A)
Local line leaders 

B)
Executive leaders 

C)
Internal networkers 

D)
Shop floor leaders 
C4
   92.
Firms must compete for top talent.  When attracting and selecting employees, firms must strive to select the best fit for both the employee and the firm.  In an effort to reduce wasted time and effort in interviewing too many candidates while assuring a good candidate pool, a firm should 

A)
run employment ads in the newspaper. 

B)
use a pre interview quiz or “bozo filter” (e.g. Cooper Software). 

C)
only let lower level employees interview job candidates. 

D)
refrain from hiring by referrals of present employees. 
C2
   93.
Environmental forecasting involves developing plausible projections about the ________ of environmental change. 

A)
direction 

B)
scope 

C)
speed 

D)
all of the above 
C5
   94.
The primary aim of strategic management at the business level is 

A)
maximizing risk-return tradeoffs through diversification. 

B)
achieving a low cost position. 

C)
maximizing differentiation of products and/or services. 

D)
achieving competitive advantage(s) 
C4
   95.
Human capital and social capital are vital for superior firm performance.  If a firm has strong human capital, the firm may exploit this by building social capital.  This can be accomplished through 

A)
requiring workers to work independently of each other. 

B)
decreasing the interaction of departments within the firm. 

C)
encouraging the sharing of ideas between employees in the firm. 

D)
structuring the firm with rigid departmental and employee divisions. 
C3
   96.
A variety of firm resources include interpersonal relations among managers in the firm, its culture, and its reputation with its suppliers and customers. Such competitive advantages are based upon 

A)
social complexity. 

B)
path dependency. 

C)
physical uniqueness. 

D)
tangible resources. 
C4
   97.
In an effort to capture key employees from competitors, firms may attract the symbolic leader of a group within a competing firm and hope others will follow.  This has been termed 

A)
the “Columbus effect.” 

B)
the “Pied Piper effect.” 

C)
strategically competitive hiring. 

D)
the “tech exit” effect. 
C4
   98.
Harvard Pilgrim Health Care pays employees who are leaving to give any exclusive information they have back to the company.  The value of the information, as well as the amount paid, is decided by managers and executives.  This program endeavors to 

A)
codify tacit knowledge. 

B)
increase employee turnover. 

C)
minimize the loss of explicit knowledge. 

D)
all of the above. 
C1  
99.
Strategic management consists of the analysis, decisions, and actions an organization undertakes in order to create and sustain competitive advantages. 

A)
True

B)
False
C4
   100.  Jack Welch, former CEO of GE, is well known for his involvement in hiring the right people.  For example, he 

A)
personally interviews and replaces members of the board of directors on a regular basis. 

B)
micro-manages all levels of the corporation. 

C)
personally interviews individuals for the top 500 positions at GE. 

D)
provides specific criteria for the selection of top executives but does not get personally involved. 
C4   
101.  Social capital is a source of strength to many firms. Firms leverage their social capital in an effort to create competitive advantages.  A firm's social capital is based on 

A)
an employee's individual abilities. 

B)
the relationships among a firm's employees. 

C)
a firm's allocation of financial resources. 

D)
an individual's knowledge. 
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